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Foreword 


Two years ago, we launched Salesforce Lightning. It was (and if I’m being honest, still is) 
an audacious undertaking. 

Our mission with Lightning was to completely reinvent Salesforce to provide a new 
modern user experience that set a new standard for customer relationship management 
(CRM) and build it all on a new, robust, and scalable enterprise application framework. 
We wanted to make Salesforce easier, more intuitive, and virtually limitless in its 
potential. And we wanted it to empower everyone in our community to be their best, 
including trailblazers, admins, customers, partners, and our employees. 

Since launching Lightning, we've seen an outpouring of enthusiasm from 
our community, unlike anything I've ever seen in enterprise software. It's been 
awe-inspiring. 

One of the best things about Lightning is that it helps us innovate faster. With each 
release, we're expanding the scale and scope of Lightning and doing more than I ever 
thought possible. 

Since launching it just two years ago, we've done the following: 


e Redefined the modern selling cycle with Sales Cloud Lightning 
e  Reimagined the modern contact center with Service Cloud Lightning 


e Streamlined navigation to make it easier to move between Salesforce 
apps 
e Empowered admins and trailblazers with a no-code framework so 


they can easily customize the Salesforce user interface (UI) for their 


organizations 
e Helped more than 100,000 customers deploy Lightning 


e Sparked a new level of creativity and momentum in our ecosystem 
with more than 1,000 new Lightning-ready apps from partners 
such as DocuSign, Evernote, and FinancialForce that can be simply 
dragged and dropped into Salesforce 
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e Created entirely new products that previously weren't possible, such 
as Salesforce Einstein, an artificial intelligence (AI) offering for CRM, 
and Lightning Bolt, which offers industry-specific portals for our 


Community Cloud 


e Empowered countless salespeople, service agents, and marketing 
pros to sell, service, and market faster, smarter, and the way they want 


Every day our community gives us feedback—sometimes positive, sometimes 
critical, but always constructive. And every day, our entire product team (me included) 
pores over that feedback, and it helps us get better and better. Lightning is what it 
is today because of you. So, thank you for all you do to help us make Salesforce and 
Lightning better and better with each release. 

Lightning is the future of Salesforce. So, buckle up because we're just getting started. 


Mike Rosenbaum 
EVP of CRM apps, Salesforce 
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Introduction 


“Do business faster.” 


—Cloud Creations 


Just like our company tagline, we believe you can “do business faster” with Salesforce 


Lightning. We wrote this book to provide training on the innovative Lightning 


Experience in a clear and visual way. As executives in a Salesforce consulting company, 


we understood the challenges that other organizations faced when it came to user 


acceptance of a new experience. We wanted to provide material that was easy to follow, 


with real-life examples, so administrators and users are set up for success. 


Learn Salesforce Lightning is a step-by-step visual guide that offers immediate and 


valuable solutions to the new set of UI tools included in Lightning. 


You'll learn to do the following: 


Navigate the Salesforce Lightning Experience 

Migrate from Salesforce Classic to Lightning 

Make customizations 

Configure dynamic reports and dashboards 

Build logic to automate the system with Process Builder 
Manage your data and security 


And much more 


This book is for Salesforce administrators, business users, developers, and IT 


members. Our goal is to prepare you to onboard one of the most innovative and fastest 


customer relationship management (CRMs) solutions on the market: Salesforce 


Lightning. 


xvii 
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CHAPTER 1 


Introducing Salesforce 
Lightning 


Salesforce is currently the number-one customer relationship management (CRM) 
solution for business management. Delivering a robust platform and groundbreaking 
technology, Salesforce provides solutions for sales, service, and marketing departments. 
The Lightning Experience provides a new user interface that delivers a faster platform, 
dynamic capabilities, and enhanced aesthetics. Businesses have reported an increase in 
win rates, more collaboration, improved productivity, and faster reporting following the 


switch to Lightning (see Figure 1-1). 





Learn About Lightning Experience 


Introducing Lightning Experience 


See how Lightning Experience can revolutionize the way your team gets work done Watch Video 
Compare Lightning Experience and Salesforce Classic 
Verify that the features and customizations your users need are available in the new Interface. Compare 
Get Ready to Migrate to Lightning Experience 

Start Trail 


Learn more about Lightning Experience and the best practices for rolling out the new 
Interface to your users. And get a badge while youre at it! 


Figure 1-1. Salesforce Lightning Experience 


O Felicia Duarte, Rachelle Hoffman 2018 
E. Duarte, R. Hoffman, Learn Salesforce Lightning, https://doi.org/10.1007/978-1-4842-2994-1 1 


CHAPTER 1 INTRODUCING SALESFORCE LIGHTNING 


Lightning Pages 


The Lightning pages focus attention on what matters most. Important information is 
displayed “above the fold," or positioned at the top half of the screen, so users can view 
key points quicker. 

Additionally, layouts are consistent and easy to navigate. See the comparison of an 
account record in Classic (see Figure 1-2) versus the same record in Lightning (Figure 1-3). 


Home Leads Contacts Opportunities Forecasts Products Reports Dashboards Files Content + 





Cloud Creations 
iwi fl KP 
kK 
Customize Page | Edit Layout | Printable View | Help for is Page o 
D- Show Feed Click to add topics a Add Tags ] 


Orders(ó] | Assets[o] | Contactst!] | Opportunibes [3] | Cases) | OpenActwibes(3] | Activity History t2] | Notes & Attachments t0) Account Tear t0! 


Account Detail Edit Delete Clean — include Offline 
Clean Status — Q Not Compared Fax — (800) 951-7651 
Account Owner J} Felicia Duarte [Change] Website — hif //cioudcreations com 
Account Name Cloud Creations [view Hierarchy] Ticker Symbol 
Parent Account Owner ship 
Account Number 123456 Employees 
Account Sae SIC Code 


Tyne Customer - Direct 
Industry Consulting 
Annual Revenue 


* Address Information 


Compary Address Shipping Address 


Figure 1-2. Salesforce account record in Salesforce Classic 


| E | (Cloud Creations + Folio nr Via Comer min F 


RELATED DETAILS NIWS ACTDIVITS 








n We Found no potential dugi^cabr ol tháo account 


i wr. F Dear & 


Gi took = 

Mest nca 
[] Menan ran 

ie Padi dare Mo sao? chap Do pat unga ovde add a tack o Get up a mestiog 
Fat Artit 
EE 
He paf Hy Past testing anii hiki eid an dong mew uo Rare 

E] Opportunites] risa 
[3 camii "iim 
[O] Motes & Aachen (05 vé] Pas 


Figure 1-3. Salesforce account record in the Lightning Experience 
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Migrate to Lightning Experience 


Migrating to the Salesforce Lightning Experience is straightforward. The following steps 
describe how to access the Migration Assistant. The Migration Assistant will check your 
organization's readiness for Lightning and walk you through a series of steps to enable 


Lightning for your organization. This is a great first step on your Lightning journey. 


Note These steps are not required but highly encouraged. Salesforce has spent 
considerable time thinking through potential migration pitfalls and has tried to 
address them within the Migration Assistant. 


Migration Assistant 


Follow these steps: 


1. InClassic, select Setup (see Figure 1-4). 


e»- E — eo [~] CED 


Home Leads Contacts Opportunities Forecasts Products Reports Dashboards Files Content + 








Cloud Creations 


BGHunBD.a 
Pow! eed hh *o ed 'oox * 


Figure 1-4. Setup area in Salesforce Classic 


CHAPTER 1 INTRODUCING SALESFORCE LIGHTNING 


2. From the Setup menu, click the Get Started button (see Figure 1-5). 














Quick Find / Search.. | 





Expand All| Collapse All 


wo 


Lightning Experience 
Migration Assistant 
Switch to the modern, intelligent 
Salesforce. 


Get Started 





Salesforce1 Quick Start 


Force.com Home 


Figure 1-5. Get Started button in Setup 
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3. From here, you have three available resources to learn more about the 
Lightning Experience. You can select from the options in Figure 1-6. 


Learn About Lightning Experience 


[Introducing Lightning Experience 


See how Lightning Experience can revolutionize the way your team gets work done. Watch Video 
Compare Lightning Experience and Salesforce Classic 
Verify that the features and customizations your users need are available in the new Compare 
interface. 
Get Ready to Migrate to Lightning Experience 

Start Trail 


Learn more about Lightning Experience and the best practices for rolling out the new 
interface to your users. And get a badge while you're at it! 


Figure 1-6. Learning resources for Salesforce Lightning 


4. Click Next Step to get started. 
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Check Readiness 


To get started, Salesforce will request access to your organization to analyze your current 
setup (Figure 1-7). 


salesforce 





Allow Access? 


Lightning Readiness is asking to: 


* Access your basic information 
* Provide access to custom applications 
e Access and manage your data 


* Perform requests on your behalf at any time 


Do you want to allow access for 
felicia@itprotvtraining. com? (Mot you?) 





Deny 


To revoke access at any time, go to your personal settings. 


Figure 1-7. Allowing access to Lightning Readiness 
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Once you click Allow, shown in Figure 1-7, you must select which Salesforce product 
you want to access (see Figure 1-8). 





Se lect pre ducts 


Which products do you want to check? 


Ate Sales Cloud 
Ca Semice Cloud 








Figure 1-8. Product selection to check for Lightning Readiness 
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Select the appropriate Salesforce product and click Check Readiness. Salesforce 
will analyze your current setup and email a readiness report (see Figure 1-9). New 
organizations can skip this step. 


salesforce 





Connected and Evaluating 


Your Report 1s on Its Way! 


v 


Get Personalized Advice 

Seen up for a free 30-minute corsultation to ds 
develop your bghming Experience rollout plar 

enm sm ea cert Sign Lip 


Tips for Migrating to Lightning l Dec 
Experience - i 
iter en s "aan qux P Watch Now 


Figure 1-9. Lightning migration options 


Preview 


You can preview how your organization works in the Lightning environment. This is a 
great feature to test any issues that may have been brought up in your readiness report. If 
you encounter any issues in this switch, you can make changes on the spot. To test this, 
navigate to the Preview tab and click Preview, as shown in Figure 1-10. 
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Lightning Experience Migration Assistant 


Learn Check Readiness Optimize with Features Set Up Users Turn It On 





Preview How Your Org Works in Lightning Experience 


See if issues in your readiness report are true problems. Test features and customizations 
that aren't evaluated by the Readiness Check. And if you find issues to fix? Take care of 
them on the spot. 





Figure 1-10. Preview tab in the Migration Assistant 


As you can see in Figure 1-11, you are instantly switched to Lightning in Preview mode. 








-B8?2922 § 
ses Sales Home Opportunities w Leads wv Tasks VY Notes v Accounts wv Contacts Vv Products wv Campaigns VY — More 
"^ 
Quarterly Performance Week View AscíToday114929AM Œ i v Assistant 
CLOSEO SO  oPEN (70%) $O coa. $100,000 ^ 
> e Opportunity has overdue tasks 1 


Felicia's Test Account 103 


> "m Opportunity has overdue tasks 
Cloud Creations HO 105 


> m 30 days without any activity 
Pyramid Emergency Generators 


1:4 
ni 


Add the opportunities youre working on, then come back here 


to view your performance 


Figure 1-11. Lightning Experience in Preview mode 


CHAPTER 1 INTRODUCING SALESFORCE LIGHTNING 


Optimize with Features 


For the complete experience of Lightning, take a look at some of the new features made 
available. This includes a new feature for news, options to enable activities and notes, 
and more. Navigate to this tab, and click Optimize with Features to enable/disable the 


Lightning features found in Figure 1-12. 


My Domain 


Reflect your company s brand and increase Salesforce security with a custom domain. Tell Me More set Up My Domain 


Shared Activities 

Represent activity relationships more accurately by letting your sales reps relate multiple contacts to set Up T" 
individual events and tasks. Activities 
Important: If you enable Shared Activities, you can't disable it. Tell Me More 

News © 

Give your reps instant access to timely, relevant news articles from US sources. (Available only in 
English.) Tell Me More Enabled 


Social Accounts, Contacts, and Leads 


Keep your users upto date by letting them link their accounts, contacts, and leads to Twitter 
profiles. Tell Me More 


Notes 


Let your users take better notes faster with the enhanced version of the Salesforce note-taking 
tool. Tell Me More Enabled 


Figure 1-12. Lightning features to enable 


You can enable the following options: 


e ClickSet Up My Domain to create a URL that is reflective of your company's 
brand. This will add a subdomain to your Salesforce organization URL. Use 
this feature to increase the login and authentication process. 


e Click Set Up Shared Activities to allow users to relate multiple contacts 


to an individual activity. 


e Enable News to display relevant news article about your accounts and their 
industries. This information is pulled by accounts listed in your organization. 
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e Enable Social Accounts, Contacts, and Leads to allow users to 


connect better with your accounts by syncing social media accounts. 


e Enable Notes to utilize the enhanced version of notes that includes 
automatic saving in edit mode, an option to add images, and share features. 


Set Up Users 


You can control who has access to the Lightning Experience. You can choose to roll this 


out to groups of users, individual users, or all users. 


Note Standard profile users have access to Lightning by default, while custom 
profile users do not. Click Learn How to change these settings. 


Navigate to the Set up Users tab shown in Figure 1-13 to fine-tune this experience 


and select which users make the switch. 


Learn Check Readiness Preview Optimize with Features set Up Users Turn It On 





Set Up Users for Lightning Experience 


Fine-Tune Who Can Use Lightning Experience 


Standard profile users are enabled to access Lightning Experience by default while custom profile Leam How 
users aren't. Adjust things to make sure the right users get access 
Just beginning with Lighting Expenance? Consider starting with a small pilot group, then add 
more users later. 
Switch Users to Lightning Experience 
Switch Users 


Select which users move to the new interface. 


Figure 1-13. User setup 
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Follow these steps to switch users: 
1. Click Switch Users. 


2. Select appropriate users by clicking the + next to their name 
(Figure 1-14). 


3. Click Save. 


Switch Users to Lightning Experience 


When users get access to Lightning Experience, they stay in Salesforce Classic until they choose to 


evant ejs 
Switch 


Select the users that you want switched to the new interface now 


D Users Selected Maximum 200 Users at a time 


NAME USERNAME HAS ACCESS 
T Chatter Expert chatty00d41000002ickteaiypcp3dhhd6lu.. v 
T Felicia Duarte felicia@itprotvtraining.com v 
Integration User integration o0dA1000002ickteai.com 
Security User insightssecurity@00d41000002ickteaicom 





Figure 1-14. Selecting users to migrate to Lightning 
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Rollout Approach 


Execute a rollout strategy that works best for your company. For larger organizations, it is 
recommended that you have a phased rollout approach. This approach is advantageous 
when migrating large organizations and complex setups. There are a few benefits to this 


approach, including the following: 


e This approach allows you to conduct user acceptance testing. Use 
this to identify any challenges or issues with the new experience. You 
can collect feedback from your users and fine-tune changes before 


executing to the entire organization. 


e Make progress on your implementation by breaking this up into 
pieces. This ensures that progress is being made while staying on top 


of new features and changes. 


The suggested rollout approach starts with new users, a pilot group of users, and 


lastly all users. 
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Turn It On 


Hurray! The final step! Once your organization is ready to make the move to Lightning, 
select the Turn It On tab shown in Figure 1-15. Switch the tab to Enabled to finish. 


Lightning Experience Migration Assistant 


Learn Check Readiness Preview Optimize with Features set Up Users Turn It On 
| 





Turn On Lightning Experience 
5 = 


You didn't skip to the end, right? Great! You're ready to flip the switch. 


Figure 1-15. Turning on Lightning to finish 


Note With the right permissions, users have the option to toggle between Classic 
and the Lightning Experience. From the Classic interface, select your username 
and click Switch to Lightning Experience, as shown in Figure 1-16. From the 
Lightning Experience, click Switch to Classic, as shown in Figure 1-17. 
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Search Felicia Duarte + Setup Help 


My Profile 
Leads Accounts Contacts Opportunities Fi = My Settings Dashboards Files 








Conter 
Developer Console 


Saturday October 7, 2017 Logout 





di 


Figure 1-16. Switching from Classic to Lightning 


-O?aa § 


Felicia Duarte 


EC 


USERNAMES 





na3b.salesforce.com 


Settings Log Out 


(© fduarte@cloudcreations.com 
OPTIONS 


Switch to Salesforce Classic @ | <q 


Add Username 


Figure 1-17. Switching from Lightning Experience to Salesforce Classic 
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Lightning Home Page 


The Lightning Experience home page is enhanced with new features. The home 
page can be tailored to give your users everything they need to manage their day in 
one centralized place. Without any configuration, Salesforce displays the following 
components: Quarterly Performance, Assistant, News, Today’s Tasks, Today’s Events, 


Recent Records, and Top Deals. See Figures 1-18 and 1-19. 


aas m : H 
TE Sales Home Opportunities w Leads "€ Tasks w Notes w Accounts w Contact w Products ~ — More w 
Quarterly Performance Week View AsofToday9:10:23PM @ 5Y Assistant 


CLOSED $585,000 OPEN (7099) 52740,000 aoa. $750,000 # 
» Opportunity has overdue tasks 
Ww Felicia s Test Account 103 i 


> rm 30 days without any activity 
United Cil Office Portable Generator 


Figure 1-18. Top half of the Lightning home page 
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News 
[n defense of the Amazon Fire Phone Facebook begins ‘human review’ of China Forestry gets bumper response for 
Internet Industry News potentially sensitive ads HKS2bn debut 
TechCrunch - 7h Internet Industry News Forest & Wood Products Industry News 


fek«busingpss.com : Th globalcapital.com + 1h 
The Fire Phone is widely regarded zs one of 


&Amanns biggest misfires - and rightfully so. 
After debuting in the top spot of the 





compan 3 r... 

ps ph w pm 
Seo More News < > 
Today's Events Today's Tasks 

Looks like you're free and clear the rest of the day Mothing due today-go grab a coffee while there's still 
time 
View Calendar 
Top Deals 

Recent Records 1 United Oil Plant Standby Generators 


United O11 & Gas Corp. : 12/15/2016 - S675,.000.00 


E Dunder Mifflin 106 


Ej United Oil Office Portable Generators 


2 United Oil (installations 
s United Oil & Gas Corp. - 11/16/2016 - $270,000.00 


Figure 1-19. Bottom half of the Lightning home page 


Navigation Bar 


The navigation bar uses tabs to hold objects, as shown in Figure 1-20. In database terms, 
an object is a table. Objects hold groupings of information that may be related. This 
includes the records that live in them. Records are considered the rows that you find 
within a table. You will hear this terminology referenced throughout this book. For more 
information on objects, records, and fields, navigate to Chapter X. 


In Lightning, each tab is actionable. 


0222565 


Home Opportunities v leads w Tasks w Notes v More w 





Figure 1-20. Navigation bar 
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In the navigation bar, objects are broken down into lists. These lists hold Salesforce 
records in relation to their object. One of the neat features of this is that records can be 
created directly from a tab. Each list can be used to see the object’s most recent items. 


This makes it easier for users to create new records on the fly. 


Quarterly Performance 


The Quarterly Performance summary is a powerful reporting tool used to show sales 
users’ performance based on a pipeline (see Figure 1-21). 


Quarterly Performance Week View Às of Jun 12, 2017 2:33-34 PM | (CN 


Bl 
4 


Eosen SÔ — OPEM (»709 50 GOAI Fa 


Figure 1-21. Quarterly Performance component located on the home page 


Closed records display the user’s closed opportunities. 

Open (>70%) displays the sum of all records with a probability greater than 70 
percent. 

If the user is part of a team, the team’s opportunity sums will be showcased on this 


report. Otherwise, the data represented will be the user’s owned opportunities. 
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Setting a Goal 


To set a goal, follow these steps: 


1. Click the pencil icon and enter an amount, as shown in Figure 1-22. 
) GOAL $750,000 # 


Edit Goal 


USD | 750,000 


Cancel 





Figure 1-22. Select the pencil icon to edit your quarterly goal 


2. Click Save. 


The chart automatically calculates and updates the chart. Click ^ to refresh the 


data. Click © ~ to filter the data by week or day (Figure 1-23). 


Now your sales users can start their day with a data visualization of their sales 
progress. 
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News 


This new feature is a great way to display news articles related to your accounts and 
their industries. Once enabled, as discussed in the “Enhanced Features” section, news 
information can be displayed on your home page. When news is accessed from the 
home page, information is displayed based on recently viewed records and tasks and 
events for those records. See Figure 1-23. 





News 
China Forestry gets bumper response Project Loon balloons, from Google's Facebook will re 
for HKS2bn debut Alphabet, to aid Puerto Rico - CNET screws on politi 
Forest & Wood Products Industry News Internet Industry News Internet Industry 
globalcapital.com - 1h CNET : Sh Houston Chronic 
Drew Angerer/Ge 
reportedly going 
political advertisi 
Facebook i5 goin, 
(3 |" (2 m (o m 
See More News €) (2 


Figure 1-23. News component found on the home page 
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Click See More News to navigate to the News tab, as shown in Figure 1-24. 


a avem O? 2a 


ess Sales Home Opportunities = Leads w Tasks w Notes w Accounts w Contacts Moro € 
ALI 





wv Industry News (20) . 
e 


In defense of the Amazon Fire Phone 
Internet Industry News : TechCrunch : 9h 


The Fire Phone ts widely regarded as one of Arrazon's biggest misfiros = and rightfully so. After debuting In the top spot of the company’s r... 


p 


China Forestry gets bumper response for HKS2bn debut 
Forest & Wood Products Industry News - globalcapital.com : 1h 


A HK$2bn ($256m) three year maiden loan for China Forestry Group Corp has been received warmiy by international banks, 
resulting in a huge o... 


e 


Facebaok begins 'human review' of potentially sensitive ads 
Internet Industry News - foxbusiness.com - Sh 


Facebook says it will begin manually reviewing advertisements that target certain groups and address politics, religion. 
ath nicity and socia... 





Figure 1-24. Industry news found in the News object 


This tab displays a list of news articles titled Industry News. Information populated 
here is related to your accounts and their industry. 
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Assistant 


Lightning Assistant is helpful in prioritizing an end user’s daily tasks. Tasks that are 
overdue are showcased first on the top right of the page (see Figure 1-25). The following 
overdue tasks are tasks that are due today. 


Assistant 
y r7 Opportunity has overdue tasks x 
Felicia's Test Account 103 


> r7 30 days without any activity ele x 
United Oil Office Portable Generators 


Figure 1-25. Lightning Assistant 


Global Search 


The Salesforce global search bar appears at the top of every page. Use this area to search 
across any object in Salesforce. It’s best practice to search for a record before creating a 
new one to avoid duplicate data. Use wildcards and operators for greater search results. 


Use an asterisk (*) to find records that match at the middle or end of your search, 
and use a question mark (?) to find records that match only one character at the 
middle or end of your search. 
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For example, a search for Ay* at the end will find and display results for a contact 
named Ayden. It will also find and display results for Andy Young (Figure 1-26). 


bet “orca § 


ose Sales Home Opportunities w Leads w Tasks ^" Notes w Accounts wv More w 





Contacts 


2 Results * Sorted by Relevance 


SEARCH RESULTS 


| Top Results NAME ACCOUNT NAME... ACCOUNT SITE... PHONE EMAIL 
Opportunities Ayden James Cloud Creations (555) 827-6877 ajames@cloudcreat 
Leads Andy Yi j (Fag) 2 a — aji m mr 
y Young Dickenson plc 785) 241-5200 a_young@dickensor 

Tasks aj —————————————Í' | >| 
Notes 

Leads 
Accounts 1 Result 
Contacts NAME TITLE COMPANY PHONE MOBILE... EMAIL 
Products Andy Young SVP Operations Dickenson plc (620) 241-6200 a youngGdicl" 

[e a | 

Campaigns al >| 


Figure 1-26. Search results for Ay* 


Favorites List 


The Favorites icon is a new tool in the Lightning platform. Favorites are customized 
shortcuts to records and items most frequently visited, such as favorite individual 


records, list views, dashboards, and more. 
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To make an item a favorite, click the star button in Figure 1-27. This powerful tool 


makes it easy to find your favorite records from different object locations, all in one place. 


u]? se & 


Sales Home Opportunities w Leads w Tasks w Notes w Account “  J More w 





New Case T 


Figure 1-27. Favorites icon 


You can make your top deals, your most frequently visited reports, your top leads, 
and more your favorites! 


Click the arrow next to the star to select items in your Favorites list, as shown in 
Figure 1-28. 


Marca k 


MY FAVORITES 


C) Ayden James 


Contact 


eO Michael Frank inl 
Lead 


C Recently Viewed 
Opportunities 


Wr Closing Next Month 
Opportunities 


O Dreamforce 2017 
Campaign 


9 Edit Favorites v Tasi 


Figure 1-28. List of favorites 


24 


www .allitebooks.com 


CHAPTER 1 INTRODUCING SALESFORCE LIGHTNING 
Lightning Actions 


The + button shown in Figure 1-29 can be used to quickly create records in Salesforce. 
Use this quick-create feature to create a new activity, lead, contact, opportunity, case, or 
call directly from the home page. 





Quarterly Performance Jaci Tei 122102 AME e Fa sctant 
51,820,000 epo SITO ^ e a 


B Raby lade] dda ed De pou ay 


[ren 


m Pinar dni] episodi Ci Onus iy 





B ier bhid antro 5e you Dados 
Rectt Beconds Top Deal 


B Miner indc] paget So you ncs 
Hac Oh) Hier Deran , 
voee Maer biag 





Figure 1-29. Lightning actions 


Click any of the available options to instantly display a quick-create window at the 
bottom right of the screen. 
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In the Lightning Experience, multiple windows can be opened from the home page 


to enhance user productivity and speed. Up to three windows can be displayed at once 


(see Figure 1-30). 


E Michael Frank cau 


Preaieent D&B Winds 
Cen 


ACTIVITY CHAI TER E> 


Log a Call Mow Task h 
Recipe your cal 
Filter Timeline + 


Next Steps 


» E Sene SE 37 Produ 
i v f a 


cap Puchi aer umien T. 


Figure 1-30. Utility bar 


Help and Training 


Ww New Opportunity —- X 


11/6/2017 E 


-MNong- 


Salesforce has many great support resources including videos, walk-throughs, and an 


interactive learning tool called Trailhead. From the home page, click the question mark 


(shown in Figure 1-30) to access these resources. Each page has a help menu with links 


to helpful resources. Use this area to log a case and get support, give feedback, and view 


release notes. 
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Salesforce provides three seasonal releases a year: spring, summer, and winter. Each 
release offers more than 150 new features. The image displayed at the bottom right of 
this menu (shown in Figure 1-31) tells which release your organization is currently in. 


* HELP & TRAINING More w 
= E 

Find Your Way Around Lightning Experience Assi 
* Q, Search Help & Training 

'E 

LEARM MORE WITH TRAILHEAD 

Migrate to Lightning Experience > E 
Get Started with Lightning Experience 

Ci Goto Trailhead 
Get Support 
Give Feedback about Salesforce 


View Keyboard Shortcuts 


Summer li DTI 
itg em \ 
Release Notes A i D. 
ke PT 





Figure 1-31. Help and training 
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Setup 


Setup is an area used most frequently by Salesforce administrators. In Lightning, the 
Setup page has improved! The setup area has a more logical and easier-to-navigate 
layout. System administrators and users with the appropriate permission settings can 
access this area. Select Setup from the toolbar to navigate here (see Figure 1-32). 


1 Setup 


< 





Developer Console 
"10:23PM — 4 


Me Edit Page 


Figure 1-32. Lightning Setup home page 


Setup has these categories: Administration, Platform Tools, and Settings. View the 
Most Recently Used Places in Setup to seamlessly continue any admin work. Use the 
Quick Find to easily find the admin tools necessary for custom work. 
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Click the Create button to quickly access the most common tools, including creating 


new objects, workflows, tabs, templates, and users (see Figure 1-33.) 


Create w 





Go Mobile Visit Click to 


AppExchange Customize 
Prepare the 


Figure 1-33. Create button 


Notifications 


View all notifications in one place, including approval requests and chatter mentions. 
Click the bell icon to see a list of notifications (see Figure 1-34). 





k-o? ġa $ 
Notifications 


You don't have any notifications right now. 


Figure 1-34. Notifications area 
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View Profile 


Use this section to make changes to personal settings, log out, or switch to Salesforce 
Classic (see Figure 1-35). 





Felicia Duarte 


na35.salesforce.com 





Settings Log Out 


USERNAMES 


OPTIONS 


Switch to Salesforce Classic @ 


Add Username 


Figure 1-35. Settings area 


Users 


In Lightning you can create Salesforce users just as easy as you can in Classic. Users are 
identified with a license, username and password, and profile. In Lightning you can 


create new users, deactivate users, edit user settings, and more. 


30 


www.allitebooks.com 


CHAPTER 1 INTRODUCING SALESFORCE LIGHTNING 


Create a New User 


To assign licenses and record ownership, you must first create a user. Each user must be 
assigned a license. To free up a license, you can deactivate a user and assign accordingly. 
In Quick Find, search for and select Users, which is located in the Administration 
section. 

Navigate to the User home page (see Figure 1-36) to create an individual user, edit 


information about an existing user, add multiple users, and reset passwords. 


SEIUP 
Users 





All Users Help for this Page o 


On this page you can create, view, and manage users. 


In addition, download SalesforceA to view and edit user details, reset passwords, and perform other administrative tasks 
from your mobile devices: iOS | Android 


View: | All Users ~] Edit | Create New View 
de 





New User Reset Password(s) Add Multiple Users 
[ Action Full Name t Alias lisername Last Login Role 


0004 1000002ickteai ypcp3dhhdélu@chatter salesforce.com a 





[^ Edit Chatter Expert Chatter chatt 


Figure 1-36. User setup home page 
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Create and Edit User Information 


Follow these steps to create a new user: 


1. Click New User. 


2. Fillin all the required fields marked in red. This includes Last 


Name, Alias, Email, Username, and Nickname (see Figure 1-37). 


ee SETUP 
B Users 


New User 


User Edit 


Save Save & Mew Cancel 


General Information 


First Hame 
Last Hame 
Alias 

Email 
Username 
Hicknarme 
Title 


Company 


Department 


NENNEN Role 
Doo User License 
Profile 
ll - Active 
ll Marketing User 
fo i Offline User 
Knowledge User 
|. O O Force.com Flow 

User 
CO Service Cloud User 


y 
a 
z 
m 
z 
B 


Figure 1-37. Required fields to add a new user 


Note The email address must be in the form of a valid email address but can 
be used for multiple organizations. However, the username must be a unique 


username and in a correct email format. 


For example, felicia@cloudcreations.com is a proper email format. 


3. Assign the appropriate license in the User License field. 


4. Assign a profile using the Profile field. 


5. Select Marketing User to give the assigned user access to your 


organization's marketing tools. 


6. Select Offline User to give the assigned user offline access. 
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Select Knowledge User to give permission to make changes to 
Knowledge Base articles. 


Select Force.com Flow User to grant the ability for a Force.com 


licensed user to run flows. 

Select Service Cloud User to grant access to Service Cloud. 
Select Site.com Contributor User to allow access to Site.com. 
Select Work.com user to assign a work.com user feature license. 


Select Salesforce Classic User to enable access to Salesforce 
Mobile Classic. 


Apply the appropriate locale settings such as time zone, locale, 
and language (Figure 1-30). 


Click Save. 


Salesforce sends a notification email to the user immediately to generate a new 


password. To stop this, deselect "Generate new password" at the bottom of the screen. 


Add Multiple Users 


You can save time by adding multiple users at once. To add multiple users on the User 


home page, click Add Multiple Users, as shown in Figure 1-38. 


New User Reset Password(s) Add Multiple Users 


Figure 1-38. Add Multiple Users button 
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The next page will break down the number of licenses available for each license type, 
as shown in Figure 1-39. 


LO: | SETUP 


| Users 


Users 


Add Multiple Users 


Number of available Salesforce user licenses: 1 

Number of available Salesforce Platform user licenses: 3 

Number of available XOrg Proxy User user licenses: 2 

Number of available Force.com - App Subscription user licenses: 2 
Number of available Partner App Subscription user licenses: 2 
Number of available Force.com - Free user licenses: 2 

Number of available VVork.com Only user licenses: 3 

Number of available Chatter Free user licenses: 4999 

Number of available Chatter External user licenses: 500 

Number of available Identity user licenses: 10 


Figure 1-39. Breakdown of available licenses 
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Scroll to the bottom of the page and select the user license that you want to add for 
all users, as shown in Figure 1-40. 








EV WE SETUP 

mas Users 
Add Users | Cancel | 
License | 


--None-- 





Salesforce 

Salesforce Platform 

XOrg Proxy User 

Force.com - App Subscription 
Partner App Subscription 
Force.com - Free 

Work.com Only 

Chatter Free 

Chatter External 


Identity 


Figure 1-40. Selecting the user license for a mass group of users 


Note When adding multiple users, they must be users with the same license type. 
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Once you select the appropriate license type, fill in the details for the user and click 


Save, as shown in Figure 1-41. Not all user fields are available in this process. 


New Users | = Required Information 
New #1 
User 


First | 
Name 
Last | | 


Name 

Email | 

(User 

Name) 

Profile | --None-- | 
Role || «None Specified» | 


[ Generate passwords and notify user via email 


Save Cancel 








Figure 1-41. Required fields for a new user 
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Deactivate a User 


In Salesforce, you can't delete a user, but you can deactivate a user to prevent them 
from logging in. Deactivating a user frees up a license that can be assigned to another 
user (see Figure 1-42). When you deactivate a user, the user is removed from all sharing 
privileges and groups. 


User Edit Save Save & New Cancel 


General Information | = Required 


First Name lIntegration Role | «None Specified» -| 
Last Name |[User User License [Analytics Cloud Integration User 
Alias |linteg Profile || Analytics Cloud Integration User 7 
Email [Jintegration@example Active E e 


Figure 1-42. Active check box on a user's page 







Records owned by this user can still be transferred to an active account. These are 
the deactivation steps: 


1. Navigate to the User section in Setup. 

2. Selectthe name of the user that should be deactivated. 
3. Click Edit from the user record page. 

4. Deselect Active from the user profile. 


5. Click Save. 
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Lightning Pages 


Lightning allows you to create custom pages to display and arrange key information for 

specific groups of users. You can increase adoption and user acceptance by building out 

clear and easy-to-use pages. By creating apps, you can minimize the type of information 

that is exposed to make the Salesforce organization easier to adopt. The App Builder is a 

new drag-and-drop tool to customize the interface without code (see Figure 1-43). 
Follow these steps to make changes to the Lightning home page: 


1. From the home page, click Edit Page (this feature can be found on 
most Lightning pages). See Figure 1-43. 


n? oe G 


setup 


al Developer Console 


Edit Page g 
( tasks 


Felicia's lest Account 103 


Figure 1-43. Edit Page in the Setup drop-down 
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2. Arrange which components you want accessible for your users to 


see. See Figure 1-44. 


T Lightning App Builder - Home Page Default 


CJ Desktop Shrink To View T C Refresh ES 








Lightning Components e Page 
——— = '"* ee 
acm 
* Label 
Home Page Default 
¥ Standard (19) vs Poe —— 
o Assistant yis Home_Page_Default 
" Chatter Feed | 
Li mM Page Type 
Chatter Publisher B =: jme o 


Home Page 


Filter List m —_ 
Figure 1-44, Lightning App Builder 
3. Inthe left panel, choose from the available Lightning components 


and drag and drop to the desired section on the home page. The 
right panel will request details specific to the component chosen. 
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Create a New Lightning App 


From Setup, search and select App Manager to open up the Lightning Experience App 
Manager. Click New Lightning App to create a new app (see Figure 1-45). 


| SETUP 


© Lightning Experience App Manager 


New Connected App 





13 items * Sorted by App Name * Filtered by TabSet Type * a 


APP NA.. T DEVEL... DESCRI... LAST M... APP TY... VISIBLE... 
1 AppLaunc.. AppLaunc..  Applaunc.. 1/22/201.. Classic 4 v = 
2 Cloud Cre... Cloud_Cre... 1/23/201.. Classic v 
3 Community Community Salesforce... 1/22/201... Classic Y Y 
4 Content Content Salesforce... 1/22/201.. Classic v v 
5 Marketing Marketing Bestin-cla..  1/22/201.. Classic v 


Figure 1-45. Creating a new Lightning app 
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To create a new app, follow these steps: 
1. Fill in the required fields (those marked with an asterisk). 


The app name is what will appear in the navigation bar. 


The developer name is the API name and must be unique across 


other apps in your organization. 


2. For App Branding, upload an image such as a company logo to 
customize the page (see Figure 1-46). 


New Lightning App 


App Details & Branding 


+ your Lightning app a name and descripti plaad an image and choose the highfght 1 

App Details App Branding 

* App Name @ image @ Primary Color Hex Value @ 

B - 007002 
e 
Upad 
"Developer Name © 
App Launcher Pr T 


Description © 


o [s] 


Figure 1-46. App details 
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3. Once you fill out the appropriate fields, click Next. 


4. Select the navigation style. Choose Standard to display the 
navigation bar at the top or Console to open records in a new 
workspace tab (see Figure 1-47). 


New Lightning App 


App Navigation 


Standard navigation shows items in a navigation bar at the top of the page. 
Console navigation opens each record in a new workspace tab 


Navigation Style 
® Standard navigation 


C Console navigation 


Service Setup 


Access options specific to Service Console in Lightning Experience When 
you include Service Setup it will be available via the navigation bar or the gear 
icon. 


Service Setup 


Include Service Setup 


— —9 


Figure 1-47. New Lightning app navigation options 


42 


www .allitebooks.com 


CHAPTER 1 INTRODUCING SALESFORCE LIGHTNING 


5. Click Next. 


6. Click Add to add the utility bar (see Figure 1-48). 


Utility Gar (terns Add 


To enable the utility bar for this app, add a utility Item. 





The utility bar is a fixed footer that opens components in docked panels. 


o —————————— 9 — O 
Figure 1-48. Steps to enable utility bar for an app 
7. Select the items that should be displayed in the new app. The 


order of your selected items will display at the top of the page from 
left to right (see Figure 1-49). 
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New Lightning App 


Select Items 


Choose the items to include in the app. You can rearrange the order in which items appear 


Available [tems Selected [tems 

[3 Accounts 

= Fi Calendar 

pa App Launcher = 

Campaigns 
ES Approval Requests 
m Assets 
O Cases 

p A 
Es {hatter 
oO UO C—O 


Figure 1-49. Adding tabs to new app 


Note Itis best practice to create different apps for different groups of users. 
When creating these apps, it's recommended that you display only the items that 
are relevant to those groups of users. It can be overwhelming and frustrating when 
there is too much unnecessary information for your users. 


For example, a sales app should show only sales-related items. 
Leads, accounts, contacts, and opportunities are examples. 

For your service agents, they most likely do not need to see 
opportunities. Create an app for your service agents to see only 
service-related items such as contacts and cases. 
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8. Click Next. 


9. Select the profiles that should have access to this app (see 
Figure 1-50). 


New Lightning App 


Assign to User Profiles 


Choose the user profiles that can access this app 


Available Profiles Selected Profiles 


Analytics Cloud Integration User 
Analytics Cloud Security User 
Authenticated Website 
Authenticated Website 


Cloud Creations Standard User EL PES oe dons 


o ———— € — € — 9 — O 


Figure 1-50. Assigning users to an app 


10. Click Save and Finish Now. You can find the newly created app in 
the App Launcher. 


Company Settings 


Company settings are comprised of the settings that can be customized, such as fiscal 


year, business and holiday hours, language settings, and other important information. 
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Company Information 


Search for and select Company Information in the Quick Find area. The Company 
Information section holds important information about the organization, license 


availability, and data usage. 


Organization Detail 


The organization detail displays general information about the company. Edit the 
primary contact to establish the point of contact for any technical support requests. 
Make changes to the locale, currency, and newsletters settings here (see Figure 1-51). 


| SETUP 
Ga Company Information 


or mation Help tor this Page o 


Company indo 
Cloud C 





The organization's profile is below 


User Licenses [10+] | Permission Set Licenses [04] | Feature Licenses [11] | Usage-bazed Entitlement: (BETA) [0] 


Organization Detail Edit 
Organization Hame Cloud C Phone 
Primary Contact Felicia Duarte Fax 
Division Default Locale English (United States) 
Address Default Language English 
US 
Fiscal Year Starts In January Default Time Zone (GMT-07:00) Pacific Daylight Time 
(America/Los Angeles) 
Allow Support to Activate Currency Locale English (United States) - USD 


Multiple Currencies 


Hewsletter y Used Data Space 396 KB (8%) [view] 


Figure 1-51. Organization detail 


Storage Usage 


Each organization has storage limits. Storage is divided into two categories: data and file 
storage. To view your storage limits, storage usage, and percentage utilized, navigate to 
your company settings. 

Click View next to Used Data Space or Used File Space to view your organization's 


current storage use. 
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The storage usage is broken down and shows the percentage of utilization across 
the two. Information is also broken down by object, as shown in Figure 1-52. Use this 
breakdown to identify which records occupy the most space. 


Storage Usage Help for this Page @ 


Your organization's storage usage is listed below 


Storage Type Li mit Used Percené Used 
Dala Storage 5.0 MB 396 KB os 
File Storage 20.0 MB 22 MB 11% 


Current Data Storage Usage 


Record Typa Record Cound Storage Parcan 
Opportunities 40 80 KB 20% 
Contacts 27 54 KB 14% 
Cases 25 52 KB 13% 
Leads 24 48 KB 12% 
Accounts 2 42 KB 1% 
Campaigns 5 40 KB 1036 
solutions 10 20 KB os 


Figure 1-52. Storage Usage breakdown 


User Licenses 


This section displays the total number of licenses available, the total used, and the 
remaining number of licenses available for each license type. This includes the standard 
Salesforce license, which is the most commonly purchased and assigned (see Figure 1-53). 


User Licenses User Licenses Help |? 
Name Status Total Licenses Used Licenses Remaining Licenses Expiration Date 
Salesforce Active 2 1 1 
Salesforce Platform Active 3 T 3 
Customer Community Login Active 5 0 5 
XOrg Proxy User Active 2 0 2 
Work.com Only Active 3 0 3 
Customer Portal Manager Custom Active 5 0 5 
Identity Active 10 0 10 
Customer Community Plus Active 5 0 5 
Silver Partner Active 2 T 2 
Gold Partner Active 3 T 3 


Show 10 more > | Go to list (23) > 
Figure 1-53. User licenses 
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Permission Set Licenses 


Permission set licenses entitle users to access features and various tools that are not 
included in their user license. This can include a Service Cloud console user, a CRM user, 
Analytics Cloud accessibility, and more. 


Feature Set Licenses 


Feature set licenses include additional features on top of the standard user license. 
These can include Data.com, knowledge users, marketing users, and more. 


Usage-Based Entitlements (BETA) Licenses 


This feature is available for a limited amount of time for an organization. These tools can 
vary but are typically made available temporarily. 


Fiscal Year 


Set the fiscal year in Salesforce with your existing quarterly and annual account periods in 
Salesforce. This information is important to have for reporting and forecasting purposes. 
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Modify Fiscal Year: Standard 


To modify the standard fiscal year, navigate to the Fiscal Year section in Setup and follow 
these steps (see Figure 1-54): 


1. Ifthe Gregorian calendar year is followed by your company, 
choose Standard Custom Year. (Select Custom if the standard 
fiscal year is not followed.) 


2. Select Fiscal Year Start Month. 


3. Set whether the entered month is based on the ending or start of 
the month. 


4. Click Save. 


5. Choose Standard or Custom Fiscal Year. 


SETUP 


EL. /7"^ MEM 


inl Fiscal Year 











To specify the fiscal year type for your organization, choose one ofthe options below. 


Fiscal Year Information 


Your organization can change the fiscal year start month, and specify whether the fiscal year name is selto the starting 
or ending year. For example, if your fiscal year starts in April 2017 and ends in March 2018, your Fiscal Year setting can 
be either 2017 or 2018. 





| 4 Standard Fiscal Year [i| 





Change Fiscal Year Period Save | Cancel 


C Custom Fiscal Year i 
Hame Cloud C 


Fiscal Year Start = 
Month | January | 


Fiscal Year is @ The ending month 
Based On (c The starting month 


Figure 1-54. Making changes to your organization's fiscal year 
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Business Hours 


Business hours define how the customer support team interacts with Salesforce. Specify 
the hours the support team is available to resolve cases. Salesforce will adjust the hours 
to sync with escalation rules, milestones, cases, and entitlement processes. Use the 


following steps to get started: 
1. Select Business Hours in the Quick Find area. 


2. Click New Business Hours to navigate to the edit page 


(see Figure 1-55). 


E Sy SETUP 
249 Business Hours 





Step 1. Business Hours Name 


Business Hours Name |[Default Use these business [v 
hours as the default 


Active [v 


Step 2. Time Zone 





Time Zone | (GMT-07:00) Pacific Daylight Time (&merica/Los, Angeles) m 


Step 3. Business Hours 











Sunday 12:00 AM to 12:00 AM [V 24 hours 





Monday 12:00AM — to [12:00AM [V 24 hours 
Tuesday 12:00 AM to [2:00AM —— [v 24 hours 
Wednesday [12:50 4M —— te[i208AM —— [V 24 hours 
Thursday [12:00AM — to [12-00 AM [v 24 hours 
Friday [iz00AM ~~ to[12:004M [V 24 hours 


Saturday 12:00AM —— 'lo[12:00AM —— [v 24 hours 

















Figure 1-55. Making changes to your organization's business hours 
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3. Giveita specific name. 

4. Selectthe time zone. 

5. Specify the business hours. 

6. Click Active to activate these hours. 


7. Click Save to use these business hours as the default. 


Summary 


This chapter served as an introduction to the new intelligence and sophistication 
of Salesforce Lightning. In this chapter, we covered how to migrate from Classic to 
Lightning and prepared your organization for success with getting set up. The next 
chapter will discuss how to get the most out of Sales Cloud in Lightning. 
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CHAPTER 2 


sales Cloud Lightning 


The Sales Cloud gives sales and marketing professionals the ability to increase sales 


productivity and revenue at lightning speeds. You can see the complete customer 


journey from a prospective lead to an active customer by recording leads, accounts, 


contacts, opportunities, and campaigns. In Sales Cloud Lightning, leads are captured, 


nurtured, and seamlessly converted into active accounts or prospects. Sales leaders can 


then manage their sales pipeline with opportunity tracking to effectively close more 


deals (Figure 2-1). 


i j ' I j de = al. | 
ra in nl 


oes Sales Home Opportunities w Leads w Tasks w Files Noles w Accounts w Contacts w More w 


E OPPORTUNITIES 
All Opportunities ¥ 





36 items + Sorted by Amount * Updated a few seconds ago scalded | noel | Wea 
i Id. Decision M... 

2305,000 $15,000 96 75,000 2110,000 2120,000 
Aethna Home Fr... =F Dickenson Mobil... FF United Oil Plant Sta... oF 101 T Express Logistics SLA ¥ 
Aethna Home Products $15,000.00 $675,000.00 1/25/2017 A. $120,000.00 
3/31/2017 P" Dickenson plc United Cil £& Gas Corp. Express Logistics and Tr... 

12/2/2016 Fi 12/14/2016 ri’ Edge Emergency... ¥ 10/15/2015 ri’ 
Aethna Home Pr... Y $35 000.00 
Aethna Home Produc... Felicia's Test ACCO.. ¥ Edge Communications 
1/25/2017 ü Felicia's Test Account 1/25/2017 a 
10/31/2017 P 
si zj L 


Figure 2-1. New kanban feature on the Opportunities object in Sales Cloud 


O Felicia Duarte, Rachelle Hoffman 2018 
E. Duarte, R. Hoffman, Learn Salesforce Lightning, https://doi.org/10.1007/978-1-4842-2994-1 2 
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Arernica 


Amerig 


3/31/2 


United € 
S270 
United « 


1/4/29 
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Lead Management 


Across different business models, a lead in Salesforce can be an individual, organization, 
or entity. The Lead object can act as a holding bucket of all prospects stored in Salesforce. 
Leads come from a variety of sources. So, it’s a good idea to use the lead area to track 
important information about your leads, including contact information and notes. 

Your leads may come from various entry points and may be a result of your 
marketing efforts. Use the Lead object to manage and nurture your leads as they are 
being worked through the qualification process. This can include leads that come from 
your web site via a Web to Lead, purchased lists, referrals, networking events, and others. 
Use this information to tell which channels your best leads come from. 

For example, create a lead record for the prospect you met at your latest marketing 
event. Include important contact information about your lead, add notes, and create 
follow-up tasks to prevent leads from slipping through the cracks. Generate a report 
to see where most of your qualified leads come from. Use this information to put your 


marketing dollars in the most effective places. 


Lead Conversion 


Once you qualify your lead as a firm prospect, you can convert your lead into an account, 
contact, and opportunity. When you convert a lead in Salesforce, standard lead fields 
populate the new account, contact, and opportunity records. 

Business leads create a business account, business contact, and opportunity. 
Individual customers, when converted, create a persons account and opportunity. 


Note Notall business models use leads. However, lead tracking in Salesforce is 
a useful method for separating untouched leads from more promising prospects in 
the database. Identify your business process to determine the point of conversion. 


Understand the Lead Page 


In the Lightning Experience, the lead record contains important information about the 
lead including contact details, activity tracking, campaign history, chatter, and news. 
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Sales leaders can work through their most qualified leads faster with the help of Lead 
Workspace toolbar. This toolbar makes it easy for reps to take their leads through the 
lead conversion process. 

Figure 2-2 shows a lead record in the Lightning Experience. This page layout 
consolidates key information with a highlights panel, an activity section, and the Lead 


Workspace toolbar. 


3 " = 
] j | " S PF P B. 
: I1 | "m F | if AJ J 
FA E m iü x d 
LE Y 


os Sales Horne Opportunities leads w Tasks W Files Notes w Accounts w Contacts w More w 
LEAL 
E Mr. Ayden James = Fallew Lamer Enit New Case ¥ 
Title Company Phone?) ¥ Email 
Cloud Creations (555) 827-6877 ajames&ecloudcreatioans.com 





Working - Cantacted Closed - Not Convert... C onverted 
ACTIVITY CHATTER DETAILS NEWS 
We found no potential duplicates of this 
Lead Owner Phone lead. 
Mo duplicate rules are activated. Actreate duplicate 


rules to identity potential duplicate records. 


b Felicia Duarte (555) 827-6877 


Name Mobile 


Mr. Ayden James 
Figure 2-2. A lead record page in the Lightning Experience 


The highlights panel, shown in Figure 2-3, displays key information at the top of the 
page. By default, this includes lead salutation, first name, last name, title, company, all 
phone fields, and email. This feature makes it easier for your users to work through leads 


quickly. 


LEAD 
x Mr. Ayden James + Follow 


Company Phonel2) w Email 


Cloud Creations (555) 827-6877 ajames@cloudcreations.com 








Open - Not Contacted Working - Contacted Closed - Not Converted Converted 
E E 





Figure 2-3. Highlights panel on a lead record 
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The interactive toolbar shown in Figure 2-4 is called the Lead Workspace. This area 
helps users follow a series of configurable steps in the conversion process, referred to as 
sales path. Encourage users to update the lead status as they work to qualify leads. 


Figure 2-4. Lead Workspace toolbar 


Use the Activity tab, as shown in Figure 2-5, to log a call, create a new task or event, 
and send email. Create tasks to prevent your leads from slipping through the cracks. Any 
tasks that need to be completed will populate in the Next Steps area. Activities that have 
been completed are logged in the Past Activity section. 


Š Mr. Ayden James 





ACTIVITY CHATTER DETAILS NEWS 
Log a Call New Task New Event Email 
recap your call... 
Filter Timeline w Expand All e 
Next Steps 
> Follow Up on sample Tomorrow Y 


| You have an upcoming Task 


Past Activity 


> | aft Voicemali - follow n 


Trarminrrev F 


Figure 2-5. Activity section on a lead record 


Use the chatter feature on a lead record, shown in Figure 2-6, as a collaboration tool. 
Use this as your communication vehicle within Salesforce to collaborate with each other. 
Post updates, ask questions, and create polls. 
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E Mr. Ayden James 


ACTIVITY CHATTER DETAILS NEWS 


acu 


Post Poll Question 


Share an update... 





Latest Posts w Q Search this feed e 


Í 


Left Voicemail - follow up - Felicia Duarte created a task. kd 
Bh ago 








Left Voicemail - follow up 


Figure 2-6. Chatter tab on a lead record 


The Details tab shown in Figure 2-7 displays information related to the lead. This 
includes any standard and custom fields made visible to the user. 
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FJ Mr. Ayden James ut 


ACTIVITY CHATTER DETAILS NEWS 





Lead Owner Phone 
I" Felicia Duarte (555) 827-6877 
Name Mobile 


Mr. Ayden James 


Company Fax 

Cloud Creations 55518234711 

Title Email 

Vice President ajames@cloudcreations.com 
Lead Source Website 

Partner Referral 

Industry Lead Status 

Binmtezchinmlmnhm: nen - Alat CAntartacd 


Figure 2-7. Details tab on a lead record 


Use the News tab shown in Figure 2-8 to find news articles related to your lead. You 
can also sync your organization with Twitter to see up-to-date Twitter feeds and related 


connections. 
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EH Mr. Ayden James 


Open - Not Contacted Working - Contacted Closed - Not Converted 





ACTIVITY CHATTER DETAILS NEWS 


v Twitter 


Learn More Using Twitter 


Sign in to link a Twitter profile, find people in common, and quickly access wW Sign in with Twitter 
recent tweets. 
News 
638 


No news items are available at this time. 


Figure 2-8. News section on a lead record 


To the far right of the page on a default lead layout, shown in Figure 2-9, you can 
identify potential duplicate records. If there are any duplicates found, that information 
will populate this section. 





a Mr. Ayden James + Follow Convert — Edit — NewCase w 
IVITY CHATTER DETAILS NEWS Ea 
We found no potential duplicates of 
w Twitter this lead. 
Learn More Using Twitter 
Sign in 1 link a Twitter profile, find people in common, and quickly access W Sgn in with Twitter 





sec en! tweets. 


Figure 2-9. Duplicates area on a lead record 
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Note The highlights panel can be rearranged to display the most important lead 


details at the top of the page. This makes it easy for end users to leverage key 
information. 


Create a Lead 
Follow these steps to learn how to create a new lead record from a list view: 


1. Clickthe ü button next to the Leads tab and click New Lead. 


Alternatively, you can click New from a Lead List view to create a new 
lead (Figure 2-10). 


S&S | ky D? 5 z b 


ee Sales Home Opportunities v Leads w" Tasks w% Files Motes w Accounts Contacts w More ¥ 
LEADS , 
B Rece ntly Viewed - LS New impart £00 tà Campaign 
2 items - Updated a few seconds ago we H- Cc # 
MAME TITLE COMPANY PHONE MOBILE EMAL LEAD STAT... OWNER A... 
l Ayden Ja... Cloud Cre... (555) 827... ajarniesgec... Open - No... FDuar 
Bertha Bo... Director o... Farmers C... (650) 644... bertha@fc... Working - ... FDuar 


Figure 2-10. New button on a lead from a Lead list view 


2. Typethe first name of the lead on the edit page, as shown in 
Figure 2-11. 
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Create Lead 


k Lead Information 


f Lead Owner Phone 





Felicia Duarte 





* Name Mobile ] 
Salutation 


-None-- 


xf 


Cancel Save & New Eg 


Figure 2-11. Edit page of a lead record. Fill in the appropriate lead details here. 


3. Typethelast name ofthe lead, which is required to save any lead 
record. Type the company name; this is the name of the business 


the lead is associated with. 


Note When converted, the first and last names will generate the contact’s first 
and last names. The company name is used to create an account record and maps 
to the Account Name field. 


Last Name and Company Name are required lead fields. If data is not filled in these 
fields, the record will not be saved. It's ideal to fill out more data on a lead record. 
You should consider adding any additional important information about your lead. 


4. ClickSave to save the record. Click Save and New to save the 


current record and be directed to create a new lead. 


5. Whenalead is created successfully, a success message will display 


at the top of the page, as shown in Figure 2-12. 
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Figure 2-12. New lead record success message 


If the record was not properly saved, an error message will be displayed, as shown in 
Figure 2-13. An error message is displayed at the top of the page. 


Create Lead 





Review the errors on this page. 


These required fields must be completed: Last Name 


Lead Information i 


Lead Owner Phone 
Felicia Duarte 
* Mame Mobile 
Salutation 

--None-- " 
First Marne 

Michael 


* Last Manne 


EEE 


Complete this field 


Figure 2-13. Error message received after trying to save a record without filling in 
all required fields marked in red 


Note Required fields are marked with a red asterisk, as shown in Figure 2-11. 
These fields must be populated with information in order for the record to be 
saved. If the field does not have an asterisk, it is not required and can be left blank, 
assuming there are no other validation rules in place. 
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How to Convert a Lead 


Follow these steps to learn how to convert a lead in Salesforce: 
1. Open an existing lead record. 


2. From the lead record page, click the Convert button shown in 
Figure 2-14. 












TE Sales Home Opportunities v Leads w Tasks w Files Notes wv More w 
= —— —[ | | 
LEAD 
Mr. Ayd en James + Follow Convert X [Edit NewCase  - 
lithe Company Phone(?) w Email 
Vice President Cloud Creations (555) 827-6877 ajames@cloudcreations.com 





Open - Not Contacted Working - Contacted Closed - Not Convert... Converted 





Figure 2-14, The Convert button on a lead record 


3. Fillin the appropriate details located on the Convert Lead edit 
page, as shown in Figure 2-15. 


Convert Lead 


rcs ted Sta 2 | 
.onverted Status Closed - Converted 


* Record Owner 


ES Felicia Duarte 
* Account Name 


roh £g "T. 
VEN £P Lae | 


Opportunity Name 


Cancel Convert 





Figure 2-15. Convert page includes converted status, record owner, account name, 
and opportunity name 
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4. Enter the converted status. Closed - Converted is the default 
conversion status. 


Note The lead status field captures a value that corresponds to a converted or 
unconverted status. Select the appropriate lead status. By default, Converted is the 
default status. 
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5. Assign the record owner. This can be assigned to any Salesforce 


user. 


6. Type inthe account name. You can search for an existing account 


or create a new one. If the account does not exist, click New 
Account to create a new account record directly. If the lead is an 
individual, leave the Account Name field blank. 


7. Tocreate an opportunity record while converting, type the name 


of the opportunity. Leave this field blank if an opportunity does 
not exist. 


8. Click Convert and view the conversion confirmation page, as 


shown in Figure 2-16. 
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Lead Converted 


CONTACT 


Ayden James 


ACCOUNT 


iij Cloud Creations HQ 





OPPORTUNITY 


500 helmets 





Go to Leads 


Figure 2-16. Conversion confirmation page 


Accounts and Contacts 


An account in Salesforce can be an organization, company, or institution, while a contact 
can be an individual associated with a business. 

For example, you may have an upcoming meeting with Michael Scott at Dunder 
Mifflin Paper Co. in regard to a potential opportunity about your product or services. 
Track information about Michael Scott and Dunder Mifflin Paper Co. in Salesforce. 
Create a new account and call it Dunder Mifflin Paper Co. Next, create a contact record 
for Michael Scott to relate the two. 


Tip [It's best practice to search for something before creating a new record to 
avoid duplication. 
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Accounts 


You can sort your accounts by type, status, or any other standard or custom field in 
Salesforce. Keep track of accounts that are active versus inactive, within a particular 
industry or territory, and much more. 

From the Account list, you can identify key contacts, opportunities, cases, and 


related notes and attachments for an at-a-glance view. 


Note You can create roll-up summary fields at the account level to summarize 
specific metrics. For example, create a roll-up field to aggregate the total amount 
for all Closed Won opportunities. See the section “Field Types” in Chapter 1 for 
more information on roll-up fields. 


Accounts and contacts have a master-detail relationship. This is a parent- 
child relationship in which the master object (Account) controls the detail object 
(Contact). See the section "Field Types" in Chapter 1 to learn more about master-detail 


relationships. 


Create a New Account 


Accounts can be created or imported directly into Salesforce, without having to be 
converted. Create an account record to track information at the account level, such as 


employee count, account number, web site, etc. 


1. From the toolbar, click ~ next to the Account tab. 
2. Click New Account. 


3. Fillin all required fields marked with an asterisk, including the 


account name (Figure 2-17). 
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Create Account 

Account Information 

Account Owner Fax 

Felicia Duarte 

* Account Name Website 

| 
Parent Account Ticker Symbol 
rch å "ir 
Account Number Ownership --None-- 
Cancel 


Figure 2-17. Account record in edit mode 
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le 


Save & New 





4. Click Save to save an account record. A success message will 


appear when properly saved, shown in Figure 2-18. 


ACCOUNT 


Dunder Mifflin 


Figure 2-18. Account success message 


Contacts 





Use the contact record to capture individual information, including email addresses, 


phone numbers, birth dates, and more. Use this information to boost client 


relationships. Create encrypted fields to store secure information at the contact level, for 


example, Social Security numbers and credit card information. 


As mentioned earlier, accounts and contacts have a master-detail relationship. 


To create a relationship between the two, make sure to enter the account name when 


creating a contact. 


Tip Create the contact from the account record to quickly relate the two. 


www.allitebooks.com 
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Follow these steps to create a contact from an existing account: 


1. From the account record, click the New Contact button shown in 
Figure 2-19. 


m A. - 
geo QO ; : mn n F apa 7 
Ü A T + A i a 5 i 


s.: Sales Home Opportunities * Leads w Tasks W Files Motes w Accounts Contacts = More FF 

| ACCOUN I | 

Dunder Mifflin a A a: i it NewContact | NewCase w" 
Type Phone Website Account Owner Account Site Industry 


i Felicia Duarte £' 


Figure 2-19. New Contact button on an account record 


2. Type the first name on the edit page, as shown in Figure 2-20. 


New Contact 


* Name 
Salutation 


--None-- 


First Name 


*Last Name 


Email 


Cancel 





Figure 2-20. Edit page for a new contact 
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3. Type the last name (this is required to save any contact record). 


4. The account name is prefilled with the name of the account 
record you started in. Fill in any additional information about the 
contact. 


5. Click Save to save the record and relate Michael Scott with Dunder 
Mifflin. Once properly saved, a success message will appear, as 
shown in Figure 2-21. 





Figure 2-21. New contact success message 


Now, in the account record you can see the new contact record, as shown in 
Figure 2-22. 


[3 Dunder Mifflin 


m Contacts (1) New 
Michael! Scott v 
Title: Regional Manager 
Email: michaelscott@dundermifflin.com 
Phone: 
View All 


Figure 2-22. An account with its related contacts. Click New to relate more 
contacts. 


List Views 


List views make it easier to sort Salesforce data within each object. Leverage list views 
to call on specific groupings of records. For example, create a list view to only see active 
accounts, hot leads, and opportunities in the negotiation stage, and so on. Records are 
automatically displayed in any list view when the criteria are met. Take action on these 
lists with Salesforce’s importing and mass updating capabilities. 
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The new user interface (UI( in Lightning makes it easier to visualize data. Add charts 
to your views and use the new drag-and-drop feature to move records across different 


stages. 


Create a List View 


Follow these steps to create a new list view: 


1. Tocreate a list view, select the tab of the object desired. For 
example, select the Accounts tab to create an Account List view. 


2. Select the list view controller boxed in red, shown in Figure 2-23, 


and click New. 


oes Sales Home Opportunities v Leads 'w Tasks 'w Files Notes “ Accounts 'w Contacts wv More w 
ACCOUNTS : 
Recently Viewed v Bc | T —— 
9 items * Updated a few seconds ago ET" CF 
ACCOUNT NAME ACCOUNT SITE PHONE ACCOUNT OWNER ALIAS 
l Dunder Mrflim FDuar ¥ 
Dunder Mirti FDuar T 


Figure 2-23. List view controller 


3. Give your list view a name. In this example, you're creating a list 


view for your gold accounts (Figure 2-24). 
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New List View 


* List Name 


| Gold Accounts 


Who sees this list view? 
Oo Only I can see this list view 


All users can see this list view @ 


Figure 2-24, New list view edit page 


4. Select the appropriate level of access. If this is a list view that 


) 


should be visible only to you, select "Only I can see this list view. 


5. ClickSave and view the new list in Figure 2-25. 


Tr Sales Home Opportunities Leads Tasks * Files Motes * Accounts w” Contacts w” Campaigns w Moe w 
Es ACCOUNTS New mpor 
Gold Accounts ¥ — 
= m . 
20 items + Sorted by Account Name = Updated a few seconds aga e I cH 6 
ACCOUN.. T ACCOUN.. BILLING ... PHONE TYPE ACCOUN... 
Filters +> 
l Aethna H... MA (434) 38... FDuar - 
Aethna H... FDuar ¥ Siia ma 
HW me 
: My accounts 
American... PA (610) 26... FDuar - 
" Burlingto... NC (336) 22... Customer..  FDuar . Add Filter Remove All 
5 Cloud Cr... (555) 832... FOuar x 
5 Cloud Cr... FDuar ¥ 
T Dickens... ES (785) 24... Customer... FOwar ¥ 


Figure 2-25. List view after selecting Save 


6. Apply filters to your list views to segment Salesforce data, as 
shown in Figure 2-26. 
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Filters 


Show me 
My accounts 


Add Filter 


Figure 2-26. The filter area in a list view 


Remove All 


7. Apply a filter to your Salesforce data using the filter section in 


Figure 2-27. Click Add Filter. 


Field 


Rating - Show me 
My leads 
Operator Matching all of these filters 
equals x | | 
Mew Filter" 
Value 
Add Filter Remove All 
1 option selected T 
Add Filter Logic 
Done 


Figure 2-27. Use this section to create filter logic 


8. Set the Field, Operator, and Value options of the filter, as shown 


in Figure 2-14. (See the Reports area for more information on 


operators. ) 
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Example To create a list of only hot leads that | own, | created a filter. The values 
to this filter include “show only lead records where | am the owner” and Equal to 
Hot for the Rating field. 


9. Click Done and Save. 


Take Action on List Views 


Records can be edited inline in a list view by clicking the pencil icon or double-clicking 


in the field. To save records that have been modified in a list view, click Save at the 


bottom of the page (Figure 2-28). 


e = 





sis Salas Home Chatter Opportunities w Leads w Tasks w Files Account w Contact: w Campaigns w Mera ¥ 
LEADS 
e Felicia's View w oe) ee | eee | 
23 vers * Sorted by Created Date -+ Last updated a fèw seconds ago E g T 
RAME EMAIL COM STAT LEA UNR CRE t OW El 
Feli Cle. Op PTE) FDu 7 = Leads By Lead Source m 
Bet bbl Am PA Wor "1 2/1 FE 7 
San san Hig CA Wor 2/1 FDu ¥ 
Eug aluc Pac MA CI nf ,] FDu * 
Bill bill ceri OH CI " 2/1 FDu 7 
Jac jreg Burl 4C Clo vl afl FDu 7 
Cr ca Ace AL Cle v į] FDu - 
Dav dai Blu Wor r 21 FDu - 
Krist kak Aat VA War v 2/1 FOu 
And Boy Dic KS Clo. 2/1 FDu - " 
Pat pat Pyr Clo ral 21 Fy Web 7 
RES fr “yk " E = 
Figure 2-28. Charts within lists 


Experience the enhanced update to list views in the Lightning Experience. Salesforce 


introduces a new UI to list views with its report charts and kanban functionality. Report 


charts can be displayed as bar graphs and donut charts. 
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Kanban Feature 


Make lightning-fast changes in Salesforce with the new kanban feature. Instantly update 
the status of multiple records within a list view by utilizing the new drag-and-drop 
feature shown in Figure 2-29. In the kanban view, each record is displayed as a widget 
that can be dragged and dropped across the lead status pipeline. This enhanced feature 
makes it easier to visualize and organize your data. 


| J 5 , ; | ; I 5 
ie | $20 
ese Sales Home Chatter Opportunities w Leads Vv Tasks w Files Accounts 'v Contacts v Campaigns Vv More w 

LEADS 

Felicia's View w New import Add to Campaign w 


$ v| mre c M 


20 Wems - Sorted by Full Nama - Last updated a few seconds ago 





Filters 


+ 
Felicia Duarte v Bertha Boxer Bill Dadio Jr v 
Cloud Creations bertha@fcof net bill_dadio@zenith.com Pee 
Farmers Coop. of Florida Zanith Industrial Partners Allleads 
Jeff Glimpse v AL OH 
Add Filter Remove All 
jeffg@jackson.com 
Betty Bair Carclyn Crenshaw < 


Jackson Controls 


bblair® abankingco.com 


American Banking Corp 


carolyne@ aceis.com 
Ace Iron and Steel Inc 


Mike Braund v 
PA AL 
lea  metro.com 
Metropolitan Health Services SETS TERIS Eugena Luce — 


MD 
brenda@cardinal.net eluce@ pacificretall.com 
k Cadinal Inc Pacific Rota! Group 
Phyllis Cotton v 
IL MA 
pectton& abbottins net 
^ insurence David Monaco Pamela Owenby v 


VÀ 





dewid& blues. com 


"mi c a Ast LA 


ži 


pam owenby£& hendricksontrad 


=~ zi 
imm ce 


Figure 2-29. List view in the kanban view 


1. To change the default list view from a grid list to kanban, click the 


button. 


2. Click Kanban. 


3. Drag and drop records to the appropriate column to instantly 


update the status. 
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Mass Change Status 


To change the status for a group of records at once, create a list view for that set of data. 


1. Select the records that should be updated either individually or for 


all, as shown in Figure 2-18. 


2. From the list view, click 


3. Next, click Change Status. It’s important to know that only the 
first three actions are displayed. Any additional status values are 


grouped under the arrow. 


4. From the Change Status pop-up, select the updated status shown 
in Figure 2-30. From here, you can change the status for a group of 


records with one click. 


Change Status 


2 Leads selected 


* Change Status 





Open - Not Contacted 


Cancel 





SS eS PG ONE NB WE RW. Pee SS Ww. m I PeP Serer SFT rer 





a 


Figure 2-30. Steps to change the status for a mass group of records 





5. Click Save and view updated changes to selected records. 


Create an Email Template 


Standardize company emails in one central place with ease. Use merge fields to populate 
templates with custom values from a given record. Simply create and store on-the-spot 


email templates directly from an account, contact, or opportunity. 
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1. From a contact record, select Email, as shown in Figure 2-31. 


ACTIVITY CHATTER 
New Task New Event Loga Call Email 
* From Felicia Duarte <fduarte@cloudcreations.com~> " 
Te MicnaelScott > Cc 
Bee fovarteg@clovdcreatlions.cam x 
Subject 

Font - Sir : B IU A 


Powered by Salesforce 
http: salesforce.com? 


[Ku E LA 


Related To 
D. eem coos: NN 
Figure 2-31. How to create and save an email template 


2. Type the email of the recipient(s). 
3. Type the subject of the email. 


4. Compose the email in the body of the text. 
5. Select < / E. include merge fields. 


Lu 
6. Click S, to save it as a new template. 
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Send an Email 


From the Activity section in Salesforce, you select the Email tab to send an email. Enter 


the email of the recipient and subject, as shown in Figure 2-31. 


l. 


2 


Click the Activity tab from any record. 
Type the subject for the email. 
Type the body text for the email. 


To relate the email to another record in Salesforce, search and 


enter the record in the Related To section. 


Click Send. 


Note To access stored templates, click 2, and select Insert Template. Choose 
from the list of available templates. 


Opportunities 


Opportunities allow you to hold key information about any potential deal, order, or 


anything that may generate revenue (Figure 2-32). Deal tracking is an integral part to 


any business. Maximize and accelerate sales efforts effectively by keeping track of all 


open deals. 


Use this powerful tool to prevent deals from slipping through the cracks. 
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gp xerga 


L—————— Á—  — 
"n Sales Home X Opportunities w Legs €- Tasks w Fig Motes wo — Accountá w Contacts w Campaigns Ounbaerds w Reports v — More w 
Ej DOPPORTUMITIES ú 
TP - 
All Opportunities + 
- - a- 
37 items - Sorted by Amount - Lipdsited a few seconds ago i in Cie T 





à P E 
Esthina Horr Pr * Cekenaon Mobile G T United Oil Pant Ste T 101 ¥ Express Logetics SL — we Armerizan Bankin F Ite OI Instalati. 
Serthina H arrie Prodis 515,000.00 5675.000.00 1/28/2017 d 5120,000.00 American Ranking Ca §27 0,000.00 
3/31/2017 A Dckenson ple United CHI & Gas Carp Express Logistics ard Tr 5/31/2017 rit United O18 Gas Corg 
izi2i2018 n i2/15/2016 P Edge Emergency x 10/15/2018 rey 11/16/2016 
Set hina H ame Pr - $35,000.00 Lined Oi Refine oo 
Dict hina lH arme Produ FiicifsTestAccounm.  * Edge Communications 527000000 Jnited OT Omot Pa 
1/25/2017 Fa Felicias Test Account 1/25/2017 i Linked C & Gas Corp 215,000.00 
10/31/2017 ri Irato ry United OIS Gas Con 
cloud Creations ¥ Senemoint Lab G - 11/20/2015 
loud Creations HQ 560,000.00 UnleniyorAZE. iv 
il10/2019 il SengPolnt 5100,000.00 
Qlíaiaí2D1T A Linearity of Arizona 


Figure 2-32. Opportunity list view 


Create a New Opportunity 


Track key information to help close open deals. Track samples that were sent, latest 
touch points, and next steps. Utilize or customize the Stage field to track where the deal 
is in the sales pipeline. Use the close date to forecast the expected close date of this deal. 


1. Click the Opportunities menu. 


2. Click New Opportunity and fill in the required fields found in 
Figure 2-33. 
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Create Opportunity 


Opportunity Information 


Opportunity Owner Amount 


Felicia Duarte 


Private * Close Date 


" Opportunity Name Next Step 


Account Name * Stace 


Cancel Save & New 





Figure 2-33. Edit page on an opportunity 


3. Typethe opportunity name. 


4. Type the expected close date and fill in any additional details 
about the opportunity. It’s recommended to fill in more details 
about the opportunity. 


5. Selectthe stage of the opportunity record. 
6. ClickSave to save an opportunity record. 


7. Salesforce relates the account and opportunity records once 
saved. 


Tip Not sure what to name the opportunity? Try to keep uniformity in your 
opportunity nomenclature and be specific. For example, Quantity + Product or 
service of Interest. 
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Opportunity Stage History 


Use the Stage History area to keep track of changes to the stage. Any changes made to the 
stage, amount, probability, expected revenue, or close date are populated here. Select 
View all to see a list view of all the changes, as shown in Figure 2-34. 


Stage History (2) Y 


Stage: Negotiation / Review 
Amount: $125,000.00 
Probability (... 90% 

Expected Re... $112,500.00 

Close Date 12/28/2011 

Last Modifie... Felicia Duarte 

Last Modified: 1/22/2017 10:07 PM 


Stage: Negotiation / Review 
Amount: $125,000.00 
Probability (. 90% 

Expected Re... $112,500.00 

Close Date: 11/20/2016 

Last Modifie... Felicia Duarte 

Last Modified: 1/22/2017 10:07 PM 


View All 


Figure 2-34. Stage History list on an opportunity record 


Products 


Products represent the product or service offered by your company. Store important 


product information in this object for sales reps to leverage during the sales process. The 


product description and pricing are powerful information for sales reps to leverage when 


out on the field or on a call. 


Use products to associate with opportunities or quotes. Seamlessly update the 


opportunity amount to forecast potential incoming revenue. Use this information to 


report on best sellers, and so on. 
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Create a Product 


Follow these steps to create products in Salesforce: 


1. Click the Products tab (shown in Figure 2-35). 








BEODLCTS 
m Recently Viewed Y 


D items - Updatod a fas saconds ago i c i 
PRODUCT MAME PRODUCT CODE PRODUCT DESCRIPTION PRODUCT FAMI 
Figure 2-35. Products tab 
2. Click New (Figure 2-36). 
LEES " T a <P 





Products w Campaigns “ Groups w Calendar More w 





IN PRODUCT FAMILY 





Figure 2-36. New button on the products list view 


3. Enter the product details. Type a descriptive name for the product 
and provide a description (Figure 2-37). 
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Create Product 


Product Information 


Figure 2-37. The Create Product edit page includes Product Name, Product Code, 
Description, Product Family, and Active status 


4. Click the Active check box to activate the product in Salesforce. 
5. Click Save. 


6. From the Related tab on the Product record, click Add Standard 
Price (shown in Figure 2-38). 


PROBUCT 
1 year premium subscription Haw Contact  NewOppertunity NewCose — w 


RELATES FET AILS 


= = - . M eee UP mc Mu PIU IDE 








Figure 2-38. Add Standard Price button 


7. Enter the list price of the product, as shown in Figure 2-39, and 
associate it with the standard price book if no other price books 
are being used. 


02 


CHAPTER 2. SALES CLOUD LIGHTNING 


Create Price Book Entry 


"Product Activa 
[^ 


E 1 year premium subscription 
"Price Book Product Code 
E] Standard Price Book 


" List Price 


Lise Standard Price 


Cancel Save & New E 


Figure 2-39. Price book entry page 


8. Click Save. Salesforce creates the new pricebook entry record. 


Note How are products related with pricebooks? Products must be added to 
a pricebook in order to be available to an opportunity. Pricebooks can be used 
to record multiple pricing on a single product. Define prices for wholesalers, 
distributors, and other customers with Pricebooks. 


Opportunity Products 


Follow these steps to create opportunity products in Salesforce: 


l. From an opportunity record, click the arrow in the Products list 


shown in Figure 2-40. 
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Closed 


m Products (0) 





v Mark Stage as Complete 





rJ Notes & Attachments (0) 


Figure 2-40. Products list on an opportunity record 


2. ClickAdd Products. 


3. Select the + button next to each product that should be attached. 


See Figure 2-41. 


E] cenwatt Dieser 1000kw X [E] Genwatt Diesel 10w 


3 items selected 


PRODUCT NAME 


GenWatk Diesel 1000KW 
GenlWatt Diesel 10kW 
Genatt Diesel POOKY 


Figure 2-41. Product selection page 
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PRODUCT CODE 


SC1060 


6C1020 


GcC104n0 


Add Products 


Price Book: Standard 


[E] aenwatt Dieser 200xw 


LIST PRICE 


$100,000.00 


55,000.00 


525,000.00 


PRODUCT DESCRIPTION 


PRODUCT FAMILY 
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4. Click Next. 


5. Select the quantity for this particular opportunity and for each 
product, as shown in Figure 2-42. 


Edit Selected Products 


PP L 


Senwatt Diesel 1000kW 2.00 100000 
»en'Watt Diesel 10kW 1.00 5000 
SenWatt Diesel 200kW 3.00 25000 


Figure 2-42. Opportunity product selection 


6. Update the sales price for each product. 
7. Enter a date or line description if desired. 
8. Click Save. 


9. View new opportunity product records successfully attached to 
this opportunity, as shown in Figure 2-43. 
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eds Ww Tasks VW Files Notes w Accounts w Contacts V Campaigns Vv Dashboards wv Reports Vv More w 





mount Opportunity Owner 





280,000.00 b Felicia Duarte Ù 
Id. Decision... Perception ... Proposal/P... Negotiation... Closed v^ Mark Stage as Complete 

E] Products (3) 

ail GenWatt Diesel 1000kW 
Quantity 2.00 
Sales Price $100,000.00 
GenWatt Diese! 200kW 
Quantity 3.00 

Expand All e $25,000.00 
Date 
More Steps GenWatt Diese! 10kW 


Quantity 1.00 
Sales Price $5,000.00 





Figure 2-43. Opportunity home page with new products attached 


Opportunity Record Page 


The product panel to the right in Figure 2-43 displays the products associated to the 


opportunity. Click * next to any product record to edit or delete from the opportunity. 
The Stage workspace at the top of the page in Figure 2-43 is an interactive tool, which 


can be used to help sales agents move along their sales process. 


Activity Timeline 


Prioritize your day-to-day tasks by setting reminders and assigning tasks in Salesforce. 
Use activities to create a task, create an event, or log a call. In the Lightning Experience, 
the Activity timeline replaces the classic Activity History and Open Activities lists, as 


shown in Figure 2-44. 
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LEAC 
Michael Frank 


Title Company Phone(2) w 


President D&B Windows (555) 121-2626 





ACTIVITY CHATTER DETAILS NEWS 


Log a Call New Task New Event Email 


Recap your call 


Filter Timeline w 


Next Steps 


Working - Contacted 
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michael. frank@dbwindows.com 


Closed - Not Converted Cor 


Expand All Qe 


No next steps. To get things moving, add a task or set up a meeting 


Figure 2-44. Activity section within lead record 


Use the comments section of the Log a Call tab to record important call details. 


Relate the contact to another account or opportunity. 


Configuring Activity Feed 


You can configure your activity feed by creating new tasks and events. 


www .allitebooks.com 
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Create New Task 


Follow these steps to create a new task, as shown in Figure 2-45: 


Michael Frank 


Log a Call Mew Task New Event Email 


Subject 


Send 2017 Product Catalogue 


Due Date 


| 10/5/2017 
Name 


E Michael Frank 


"Assigned To 
u Felicia Duarte 


“TRUS Not Started 


Figure 2-45. Steps to create a new task 


1. Type the subject of your task. 


2. Enter the task due date. The due date will be used to notify when a 
task is upcoming or overdue. 


3. Relate the task to another record in Salesforce in the Related To 
section. By default, whoever is creating the task is the Assigned 
To person. Simply change this by clicking the x and selecting the 
person the task should be assigned to. 


4. Selecta status. Not Started, In progress, Completed, Waiting on 
someone else, and Deferred are the standard status values. 


5. Click Save. A successful task record will display a message, as 
shown in Figure 2-46. 
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Figure 2-46. Successful task message 


6. The task is saved and recorded in the Next Steps section. Tasks that 


have been completed are moved and displayed in the Past Activity 
area, as shown in Figure 2-47. 





E Michael Frank 


ACTIVITY CHATTER DETAILS MEWS 


Log a Call New Task New Event Email 


Create a task.. 


Filter Timeline «w Expand All e 


Next Steps 


> EJ Send 2D17 Product Catalogue 


Ucrb Y 
| You have an upcoming Task 


Past Activity 
No past activity. Past meetings and tasks marked as done show up here. 


Figure 2-47. Next Steps section 


Create a New Event 


Keep track of any events that are related to your leads or contacts. An event will have a 
start date and an end date. 


Follow the next steps to create a new event for a lead record and refer to Figure 2-48. 
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EJ Michael Frank 


Log a Call Mew Task New Event Email 


Subject 


Product Roadshow 


* Start 


Date Time 

11/22/2017 5 2:00 PM 0 
* End 
Date Time 

11/22/2017 5 3:00 PM () 
All-Day Event 
m 


Name 
E Michael Frank 


Pu dum dam d Toa 


Figure 2-48. Steps to create a new event 


1. Select the New Event tab, as shown in Figure 2-46. 
2. Typethe subject of the event. 


3. Every event in Salesforce must have a start date and end date. 
Enter these details here. 


4. Select the box if this is an all-day event. 


5. Ifthe event has a location, enter the location details in Location. 
This is optional. 


6. Ifthe event is related to an account, search for the related account 
to associate the two, as shown in Figure 2-49. 


Related To 
O- 
"Assigned lo 


E Felicia Duarte 


Figure 2-49. Related To and Assigned To fields on the event page 
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7. Tasks and events can be assigned to other Salesforce users. Choose 
who the task should be assigned to, as shown in Figure 2-49. 


8. Click Save. 


Create a Web-to-Lead Form 


With a web-to-lead form, leads can instantly be generated into Salesforce from your web 
site. For example, create a Contact Us form on your web site to create new lead records in 
Salesforce. Create custom fields to track specific information from your web site and into 
Salesforce. 

Follow these steps to create a web-to-lead form: 


1. Click Setup. 
2. Search for web-to-lead in the Quick Find section. 
3. Click Create Web-to-Lead Form. 


4. Standard and Custom fields are displayed in the Available Fields 
multiselect picklist, as shown in Figure 2-50. Add the fields to the 


Selected Fields column to display on your web-to-lead form. 


Note Formula fields are not available to be selected. 
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[^3 SETUP 
M VVeb-to-Lead 





Create a Web-to-Lead Form 


Select the fields to include on your Web-to-lead form: 


NOTE: VVould you like to add custom fields that you do not 


Available Fields Selected Fields fields to gather additional information from your website. 7 









Salutation First Name 
Last Name Up 
Email T 
Company — 
City Ph. 
; | State/Province Down 





After users submit the WWeb-to-Lead form, they will be taken to the specified return URL on your website, such as a "thank you" page. 
Return URL | http-// — 


[¥ Enable spam filtering (recommended) | i 


reC APTCHA API Key Pair | | a) i 


Enable server fallback [v i 


Language | Default -] 


Generate Cancel 


Figure 2-50. Web-to-Lead setup page 


5. After users submit a web-to-lead form, they are taken to a 
specified return URL. Type the return URL here. Note that this is 
typically a thank-you page. 


6. Select this check box to enable reCaptcha to prevent spam. This is 
recommended. 


7. Touse this feature, go to the Google reCaptcha web site and click 
Get reCaptcha to register domain. Once this is attained, enter the 
API key pair here. 


8. Ifthe Google servers are down, select this box to allow all traffic 
and leads to be generated without reCaptcha. 
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Note You can generate up to 500 leads within 24 hours. Any additional leads 
exceeding this amount are placed in a queue. 


Create a Web-to-Lead Autoresponse Rule 


Improve your client communication by sending out autoresponse messages to leads 
captured from your web site. As an example, create an autoresponse rule notifying the 
client that you received their submission and will reach out within 24 hours. 


1. Click the New button shown in Figure 2-51. 


EETUP 


wi) Lead Auto-Response Rules 


Web-to-Lead Auto-Response Rules 


Automatically determine which email templates to use when sending auto-response messages to new leads from your website 


| Hey 
annm = 


Action Rule Harne Active Created By Crested On 


Rename | Del New Lead Record Felicia Duarte 1/22/2017 


Figure 2-51. Create a new web-to-lead auto-response rule 


2. Name the auto-response rule shown in Figure 2-52. 
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New VVeb-to-Lead Auto-Response Rule 


After you create your rule, select it from the auto-response rules list and add rule entries. 





Save Cancel 














Rule Name — [Incoming Lead 
V. Active | i 





Save Cancel 








Figure 2-52. Naming the auto-response rule 
3. Select Active to activate the rule. 
4. Click Save. 
5. Selectthe created rule. 
6. Click New in the Rule Entries section. 


7. Determine the sort order and set your desired criteria. In this 
example, I'm creating an auto-response rule for all leads coming 


from my web site, as shown in Figure 2-53. 
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Rule Entry Edit 


Incoming Lead 


Enter the rule entry Save | | Save & New | Cancel 


Step 1: Set the order in which this rule entry will be processed 


Sort Order i IE 


Step 2: Select the criteria for this rule entry 


Run this rule if the following | criteria are met -| ; 
Lead: Lead Source Í | equals -] Qj AND 


| | v——^Á— AND 


Operator 





T—None— Í | 
[-Noe- | | | | Ae  sl| ^ 
[-Noe- © M g$sj[wwe- | sl ^4 
[-Noe- = | | | oes | xl | - 


Add Fiter Logic... 
Step 3: Specify the name and address to include on the auto-response message From line 


Figure 2-53. Setting the criteria for auto-response rule 


8. Select the criteria for this rule to be triggered. This rule will be 
triggered when any lead has the source Web. 


9. Type the name of the sender. 
10. Type the email address of the sender. 
11. Select the email template to be used. 


12. Click Save. Now any lead that meets the criteria you set will 
automatically receive an email using the template you chose. 


Create a Lead Assignment Rule 


Automate your lead routing process by creating a lead assignment rule New leads can 
automatically be assigned to a user or queue based on the condition that is set. 


1. Click Setup. 


2. Search for Lead Assignment Rules in Quick Find and select it. 


3. Click the New button. 
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4. Give the rule aname and type it here. 
5. Select Active to activate this rule; only one rule can be active at a time. 
6. Click Save. 
7. Select the rule name. 
8. Click the New button in the Rule Entry section, as shown in 
Figure 2-54. 
Lead Assignment Rules hn 


Automatically assign leads to users or queues based on criteria you define. You can create multiple rules with different conc 
one rule can be active at a time 


Click a rule name to add or edit rule entries. 





New 
Action Rule Name Active Created By Created On 
Rename | Del Sales Manager Felicia Duarte 1/24/2017 
Rename | Del Standard "4 Felicia Duarte 1/22/2017 


Figure 2-54. List of lead assignment rules 
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10. 


11. 


12. 


Salesforce will evaluate each entry based on the sort order. Set the 


sort order for this rule. 


Set the criteria for this rule by selecting the field, the appropriate 
operator, and the value. In this example, I am creating the rule for 


all leads coming from the state of California. 


Determine whether leads that meet this criteria should be 
assigned to a user or queue. Type the name of the user or queue. 


Click Save. 
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Create a Lead Queue 


Manage your workload by controlling the way leads are assigned. Leads are bucketed 
into these queues for group members to view and accept. Lead records remain in queue 
until a user accepts. 


1. From Setup, go to Queues. 


2. Click the New button shown in Figure 2-55. 


Queues Help for this Page @ 


Queues allow groups of users to manage a shared workload more effectively. A queue is a location where records can be routed to await 
processing by a group member, The records remain in the queue until a user accepts them for processing or they are transferred to another 
queue. You can specify the set of objects that are supported by each queue, as well as the set of users that are allowed to retrieve records 
from the queue. 


View: [All ~] Edit | Create New View 


AI BICIDIEIFIGIHIII JIKILIMINIOJPIQJRISITIUIVIWIXI|Y | Z | Other GAR 


Label * Queue Name Queue Email Supported Objects Modified By Last Modified Date 


No records to display. 
Figure 2-55. Lead queue 


3. Typethe name ofthe queue. 


4. To notify group members that a lead has been added to a queue, 
enter the queue email and select Send Email to Members. 


5. Select Lead and move to Selected Objects. 


6. Choosethe queue members as shown in Figure 2-56 and move 
them to Selected Members. You can define the selected members 
by users, roles, and groups. 
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Queue Members 


To add members to this queue, select a type of member, then choose the group, role, or user from the “Available Members" and move 
them to the "Selected Members." If the sharing model for all objects in the Queue is Public Read/Write/Transfer, you do not need to 
assign users to the queue, as all users already have access to the records for those objects 


search: | Users ~| for: | Find 


Available Members Selected Members 





User: Felicia Duarte 
User: Integration User 
User: Security User 





Figure 2-56. Adding members to a queue 


7. Click Save. Now lead records will be placed in the queue if they 
meet the criteria. Queue members will have the ability to view 
those leads and pull from this queue. 


Create a Campaign 


Marketing professionals can use this powerful tool to track any marketing initiatives 

and efforts. Track the response and conversion rates to ultimately calculate return on 

investment (ROI). Use these metrics to confirm the effectiveness of your marketing 

efforts. Campaigns can be an effective tool to improve future marketing efforts. 
Follow these steps to create a campaign and add campaign members: 


1. Select New Campaign from the Campaign tab, as shown in 
Figure 2-57. 


EE] pm * e " 
eee Sales Hamme Opportunities w Leads w Tasks w Notes w Accounts Contacts w Campaigns ^v Mone ¥ 
[Z1] 


CAMPAIGNS TEN 
Recently Viewed w 
1 itern * Updated a few seconds aga i TE C p, 


CAMPAIGN... PARENT CA... TYPE STATUS START DATE END DATE RESPONSE... OWNER AL... 


1 DM Campa... Direct Mail Completed 5/11/2016 5/22/2016 a FDuar 7 
Figure 2-57. Campaigns tab and list view 
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2. Type the name of your campaign, as shown in Figure 2-58. 
Create Campaign 


Campaign Information 


Campaign Owner 


Felicia Duarte 


Fm T. Nl um " - 
|ampaisn MAME 





| Dreamforce 2017 m 


"C 
acte 


E 


Type 
YP Trade Show F 


Status 
"m Planned ial 


Bl 


Cancel Save & New ES 





Figure 2-58. Campaign edit page 


3. Fillin the details about your campaign Include the type of 
campaign, the start date and end date of the campaign, and other 
important information. 


4. Clickthe Active check box to make the campaign active and 
current. 


5. Click Save. 


Once the campaign is active, you'll want to add campaign members. 
This will tie everything together. Campaign members are the leads and 
contacts that you associate to any given campaign. 

Note that a lead and contact have a many-to-one relationship. This 
means that they can be associated to many campaigns. Click Add Leads 
to associate lead records or click Add Contacts to associate contact 
records (Figure 2-59). These leads and contacts are considered campaign 
members to your campaign. 
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B Campaign Members Add Leads Add Contacts 


Figure 2-59. Adding leads and contacts to your campaigns as campaign 
members 


6. Select the records that should be associated as campaign 
members and select Add to Campaign, as shown in Figure 2-60. 


* Nee v l ^ Add to 
= Rece vt y Viewed aá ee " 
kams 19 99 2 : i 


» 





Figure 2-60. Adding campaign members 


Campaign members provide reporting on the response rates 
of your campaign. Salesforce tracks these efforts by using these 


standard values: Sent and Responded. 
7. Enter the campaign that this record should be associated with. 


8. Define the member status as existing or update the member status 


as Sent or Responded (see Figure 2-61). 
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Add to Campaign 


3 Contacts Selected 


* Campaign 


Dreamforce 2017 


* Member Status Sent 


Existing campaign member 


® keep existing Member Status 
© Update to the selected Member Status 





Figure 2-61. Steps to associate the campaign and status that the selected 
campaign members should have 





9. Click Submit. Salesforce will generate a success message, as 


shown in Figure 2-62. 


v Dreamtorce 2017 was successfully updated. 


3 new members were added to Dreamforce 2017 





Figure 2-62. Campaign member success message 


Summary 


Sales Cloud provides effective tools to connect your sales and marketing teams. Sales 
Cloud sets the foundation for your CRM needs and provides insightful information into 


your opportunity pipeline. 
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Salesforce Service Cloud 


Salesforce Service Cloud allows your customer service representatives and support 
representatives (users) to manage, track, and resolve customer inquiries and issues. 
The Service Cloud application uses the Case object to capture all the details needed 

to help them to resolve the inquiries and issues. Your users can manually create cases 
for requests via phone and in person or accept cases from multiple channels (e.g., 

web forms, email, real-time web chat, online communities, and social media outlets). 
You can allow your users to efficiently manage these channels by setting up case 
assignment rules. The Salesforce Service Cloud application also allows you to create 
case escalation rules when an issue needs to be escalated to management. Tracking the 
various customer inquiries your company brings in could even help you to establish new 
procedures. It also will help you to understand any weak points within your company. 
Figure 3-1 shows the internal communication that can take place in Service Cloud. In 


short, the application can help to resolve issues with customers faster. 
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Cj Seeking guidance on electrical wiring installation for GC5060 





Figure 3-1. Internal communication 


Overview of Salesforce Case Management 


Salesforce case management allows users to capture the necessary details of the Case 
object to manage and successfully resolve their case. Users can see important case details 
in 29 standard fields as well as create their own custom fields. They can keep track of the 
status of a case with a drop-down field with values such as New, Working, Escalated, and 
Closed. Users can also access all the necessary connected objects such as the account, 
contact detail, and product information. Giving users access to the account and contact 
details will allow them to get a full view of the customer submitting the case. They can 
assign the case to a High, Medium, or Low priority based on the case submission as well 
as set up their page layout to best fit their needs and the needs of the company. 


Introduction to Standard Case Fields and Related 
Lists 


Salesforce offers a number of standard fields via its Case object that are displayed in 
Figure 3-2. Before you decide to create a custom field, we recommend that you leverage 
an existing standard field instead. The majority of Salesforce standard fields have 
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back-end automation applied to them. Because every business is different, you will most 
likely need custom fields, but why re-create the wheel if it’s not necessary? 


CASE 
- Seeking guidance on electrical wiring installation for GC5060 


O Rachelle Hoffman 


00001002 


4/21/2017 9:01 AM 


ne Closed 


United CHI & Gas Corp 


TN pe 


Electrical 


w Contact Information 





Figure 3-2. Case information fields 


You will find the following fields in the Case Information section (as shown in 
Figure 3-2): 


e Parent Case: Attach a case that currently exists and was the reason for 
the new case. 


Note Ifyou use this function, it is essential to add the related list "Related Cases" 
to the case layout to get a full view of all the cases attached to a parent case. 
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e Case Owner: Assign the user who is primarily responsible for 


managing the case. 


e Case Number: This is an automatically generated number used to 
reference a case both internally and externally. 


Tip Use this case number to allow your users and customers to reference it 
when addressing the case. Apply it to automated emails. 


e Status: Use this field to track the current status of a case. Utilize the 
existing values (New, Escalated, and Closed) or add your own. 


e Contact Name: Attach the point of contact who submitted the case. 


e Escalated: Use this check box to apply workflow rules (discussed 
later in the chapter) to automated escalations. Additionally, select 
this box and see the newly added red arrow next to the case number 
indicating that the case has been escalated. Utilize this field in reports 


and dashboards to keep an eye on your most important cases. 


e Account Name: After attaching the contact, watch the account get 
autopopulated with the account details of the contact. If the case 
belongs to an account other than the attached contact, overwrite the 
field with the necessary account. 


e Priority: Apply the necessary priority to the case using the standard 
values of High, Medium, or Low. Utilize this field in reports and 
dashboards to keep an eye on your most important cases. 


e Type: Use this field to track the types of cases your teams are 
managing. Use this field to help determine what FAQs should be 
developed or updated. 


e Case Reason: Use this field to track the reasons why a client contacted 
you. You can also use this field to help update FAQs, internal process, 


and so much more. 


e Case Origin: Use this field to track where your cases are coming from, 


whether it be an online form, email, phone, or in person. 
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Date/Time Opened: This field is automatically populated with the 


date and time the case was created. 


Date/Time Closed: 'Ihis field is automatically populated with the date 
and time the case was closed. Cases can be closed by changing the 
case status to a closed status or via many other ways (e.g., API, import 


update, automation rules, etc.). 


Note Salesforce reports come with an Age field that tracks the duration in days. 
However, this field is not a field that you can put on your case layout. You can 
create a formula field if you would like your users to see the duration a case has 
been (or was open for) on the case page layout. 


Closed When Created: Users are able to create a new case and close it 
right away. When this happens the checkbox is marked true for this 


field and can be used in reports. 


Under Contact Information in Figure 3-3, you'll find the following fields: 


Contact Phone, Contact Mobile, Contact Fax, and Contact Email: 
These fields pertain to the contact attached to the case. They are all 
formula fields that are used to map fields from one object to another. 
Since these are formula fields, they are locked fields that can't be 
updated from the Case object. Instead, you'll need to go to the 
contact record and update the information there. 


Under Web Information in Figure 3-3, you'll find the following fields: 


Web Email, Web Company, Web Name, and Web Phone: When the 
web-to-case function is configured (we'll cover this later in the 
chapter), cases will be automatically created in Salesforce. These fields 
will be populated with the corresponding data from your web form. 


Under Description Information in Figure 3-3, you'll find the following fields: 


Subject: Use this field as the incoming subject line of an email when 
the email-to-case feature is configured or as a quick reference to what 
the case is about. Notice that this field's data is replicated at the top 


the page layout as well. 
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e Description: Use this field as the incoming body of an email when 
the email-to-case feature is configured or as a long description of the 


case. 


e Internal Comments: Use this field to create case comments while you 


are on a call with a client. 


e Created By: This field is found on every record in Salesforce. It 
captures who and at what date and time the case was created. 


e Last Modified By: This field is also found on every record in 
Salesforce. It captures who and at what date and time the case was 
last updated or modified. 


Tip Don't worry if these fields aren't enough or don't work for your company. The 
default positions of some of these fields are easily modified. Salesforce allows up 
to 500 custom fields on the Case object. You can create fields for text, dates and 
time, numbers, currency, percents, picklists, multiselect picklists, check boxes, 
emails, phones, and URLs. 
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O Seeking guidance on electrical wiring installation for GC5060 


v Contact Information 


212) 842-5501 


Stella Pavlova 


spaviova@uog.com 


v Web Information 


Rachelle Hoffman Cloud Creations 


(800) 951-7651 


rachelle@cloudcreations.com 


v Description Information 
n electrical wiring installation for GC5060 


lam seeking guidance for the wiring installation of GC5060 


Created By 


Last M Jihed By 
O Rachelle Hoffman, 4/21/2017 9:01 AM e Rachelle Hoffman. 9/9/2017 4:57 PM 





Figure 3-3. More case fields 


Next, we'll discuss the standard related list found on the Case object. 

Figure 3-4 shows the standard Case object related list. A related list is another object 
within your Salesforce organization that is connected to the current object you are 
viewing. The related list you'll find on the Case object includes the following: 


e Solutions: This related list houses articles created in another 
Salesforce object called Solutions. Solutions are used to house 
content that either can be used to help you user close a case faster or 
can be used to provide information to the case contact. This object 
works with another Salesforce product called Knowledge. Solutions 
and Knowledge are important products because they provide 
resources to your users that help them move a case forward. 
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e Open Activities: These records are outstanding or future tasks or 
events that your user created. Any task or event that hasn’t been 


completed will show up here. 


e Activity History: These records are tasks, emails, call logs, and events 


that your user has completed. 


e Case Comments: These records provide information pertaining to the 
case. Your user will add important case comments to this area. 


e Attachments: These records reflect outside documents that pertain 
to the case. This could be current client contracts or screenshots 
provided by the client about an error they are experiencing. 


e Case History: This content includes all the field-level changes made to 
the Case object. You can set field tracking and choose what fields are 


most important (we'll cover this later in the book). 


Note Salesforce also offers other related lists. Although not on a standard page 
layout, these can be easily added to your page layout. One that is worth noting 

is Contact Roles, which allows you to add multiple contacts to one case record. 
Another is the related list called Emails, which is used when you have enabled 
the email-to-case function (explained later in this chapter). If set up in your email 
account properly, your users can stay in Salesforce and never have to bounce 
between the two (also covered later). 


Tip Salesforce allows you to relate objects to one another. Should your Case 
object need multiple records of another, you can create a junction object. For 
instance, if you would like to relate multiple products that are involved in one case, 
you can do so. Creating custom objects is simpler than you may think. 
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Open Activities (1) 


Meet with Managment 
Name 
In Progress 


Normal 


Activity History (1) 
Foliow Up with Client 
Name 


Asslgned To Rachelle Hoffman 
Last Modified Date/Time: 8/31/2017 9:34 PM 


Case Comments (0) 


HH Attachments (1) 


Hoffman Ch03 Service Management 


L 3 h^ T 
iade, ks ULISÓS* Emig * e ub d 


View All 


E Case History (1) 
9/9/2017 4:37 PM 


Description 
Rachelle Hoffman 


View All 





Figure 3-4. Case layout with standard related lists 
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Creating a New Case Record 


You can manually enter a case by first navigating to the Case object (see Figure 3-5) and 
then clicking the New button. Once a record has opened, you can begin filling in the 

case details by adding the contact name, account name, priority, case origin, type, and 
case reason (see Figure 3-6). Make sure to capture the client’s explanation or reasoning 
for reaching out in the Subject and Description fields (Figure 3-6). While you are adding 
these details, utilize the Internal Comments field if necessary. If you have created custom 


fields for your Case object, make sure to train your users on filling in these details as well. 





Figure 3-5. Ifyou are not already on the Cases tab, use the down-facing arrow 
next to the object title to navigate to the Cases tab 


The following steps are recommended to create a new case record (Figures 3-6 
and 3-7): 


1. Type the contact name and click the magnifying glass next to the 
field to attach a contact to the case. 


2. The account name will automatically be assigned to the account 


of the contact you attached in the contact field. 


Tip Accounts and contacts can be disabled as required fields. 


3. Change the priority of the case by clicking in the field. Select the 


appropriate value from the provided values. 


4. Select the case origin by clicking into the field and select the 
appropriate value. Notice the * next to this field. This means that it 


is required. 
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5. Select the type and case reason by clicking into the field and 
selecting the appropriate value. 


6. Fill out any custom fields appropriately if necessary at this time. 


Case Information 


= Wone-= 


Contact Information 


Contact Name 
e Information 





Figure 3-6. Creating a case, steps 1 to 6 


7. Typein the subject of the case. 


8. Type in the description of the case. 
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| Contact Information 


Web Information 


| 
| Description ^ -9 
| 


Figure 3-7. Creating a case, steps 7 and 8 





Note The Subject and Description fields are used in the email-to-case functions. 


9. Once complete, click Save. 


Tip Utilize the case Date/Time Opened and Date/Time Closed fields to generate 
reports about case duration. Also, the case type and reason fields can help define 
client and internal FAQs. 


Collaborating with Your Team on a Case Record 


Managing and efficiently closing cases can take more than one person being involved 
from your team. Users can utilize the case feed found in their case record to quickly 
communicate with others on your team. They can also direct a message to any Salesforce 


user who has access to the case record. 
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To mention a comment to a user, you use the @ symbol followed by the user's name 
and, once the name populates below the text area, click the hyperlinked name. You'll also 
see that every action is tracked in the case feed for a complete view of the case and what 
happened throughout its duration. The feed filters on the left side of the case record help 
you to quickly navigate to case's feed-related items. Feed details will display from the oldest 
at the bottom to the newest created at the top. This gives you a quick view of the latest 
conversations or work done on the case. Figure 3-8 shows the functions of the case feed. 


© Seeking guidance on electrical wiring installation for GC5060 


DETAILS FEED 


Latest Posts + 


e» Rachelle Hoffman updated this record 
Just Now 


New to Working 


i Comment 


Meet with Managment — Rachelle Hoffman created a task 


Meet with Managment 





Figure 3-8. Case feed 


To collaborate with your team, follow these steps: 
1. Access the case feed by clicking the tab Feed. 


2. Utilize the post area to communicate with your team on the case. 
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3. Utilize the case feed to track all conversations throughout the case 
duration. 


4. ‘The case feed captures changes made to the case status. 


5. The case feed also tracks activities such as the Log a Call activity 
and other general tasks (see Figure 3-9). 


= Seeking guidance on electrical wiring installation for GC5060 





Figure 3-9. Utilizing feed filters to quickly navigate to the all call logs, case notes, 
status changes, and task and events 
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Case Automation 


Salesforce offers the ability to automate functions such as automatically assigning a case 
to a queue or to a Specific user. Salesforce also allows you to create rules to auto-respond 
to your clients related to a case based on specific criteria. You can also configure case 
escalation rules based on criteria that will automatically assign the case to an escalated 
case. Along with this case escalation, you can apply automated notifications to be sent 
when this criterion is met. You can also route cases from your email or from a web form. 
You are also able to adjust some support settings that allow you to further customize 
your case automation. Figure 3-10 shows a case queue. 





Figure 3-10. Case queue 


Creating Case Queues 


A case can be sent to a queue in many ways. You can automatically assign a case to a 
queue when it created or throughout the life of the case because a change to the case 
record can send it to a queue. You can think of a queue as a holding tank. This holding 
tank will allow you to give multiple users access to it and give them the option of 
accepting new cases. Instead of assigning a case to a specific owner, you can assign it toa 
queue using the case assignment rules. In Figures 3-11 through 3-14, you'll learn how to 
create a queue in Salesforce. The steps are as follows: 


1. Navigate to the Setup menu by clicking the settings cog icon in the 
upper-right corner of the Salesforce window. 


2. Using your search area, enter Queue. Click Queues under Users. 


3. Clickthe New button. 
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Figure 3-11. Creating a case queue 


4. Create a user-facing label for the queue and hit your Tab key. 
Salesforce will create the queue name. 


5. Putan email address in the Queue Email field if you want to 


receive a notification that a new case was added to the queue. 


6. Select the box Send Email to Members if you want the users 


assigned to that queue to receive an email when a new case 
arrives in the queue. 


New Queue 


Queue Edit ine |) | Cancel 


Queue Name and Email Address 


| +- Regard hierar 
Ertes he name of the gure and the ema address to use nhen sens n xAmmcR when g i has been pot i e Quiero The ead address can be fer an indardun or a duteibutien lisi Vien an tiec: 
doge to a gutt, oniy tie quio merces vell be feat | 
LIH [Open Cases 


Queue Hire ]Open_c ases 


Queue ETÀ 


rachelle@cloudcreations t 


feng Eug po Me DEN =" 





Figure 3-12. Naming your queue and setting notification options 


7. Select the Case object and click the arrow to move it to the 
Selected Objects section. 


118 


www.allitebooks.com 


CHAPTER 3 SALESFORCE SERVICE CLOUD 


Supported Objects 


the objects you want to assign to this queue. Individual records for those objects can then be owned by this queue 


Available Objects | Selected Objects 
-None-- a 


Knowledge Article Version 
Lead 

Macro 

Metric 

Order 

Staff 

User Provisioning Request 
Coaching 

Feedback 

Feedback Question 
Feedback Question Set 





Figure 3-13. Selecting the object for your queue 


8. Using the search area, select in the drop-down whether you 
want to search for a specific user, public group, role, or role and 
subordinates. 


Note Selecting the option Roles and Subordinates gives access to the specific 
queue to a specific role and all that fall under the role. For instance, if your CEO sits 
at the top of your role hierarchy and you give the CEO access using this function, it 
gives all below the CEO role access as well. 


9. Select the specific user, public group, role, or role and 
subordinates and use the right-facing arrow to move it into the 
Selected Members area. 


10. Click Save. 
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Queue Members 

To add members to this queue, select a type of member, then choose th e, or user from the “Available Members” and move them to 
the “Selected Members." If the sharing model for all objects in the Queue ead/Write/Transfer, you do not need to assign users to the 
queue, as all users already have access to the records for those objects 

Search: | Users "| for. 


Available Members Selected Members 


User: Integration User  . --None-- a 
User: Rachelle Hoffman 

User: Security User 

User: Tyson Jones 


Remove 


o. Save Cancel 


Figure 3-14. Select the users, groups, roles, or roles that need to have access to this 
queue. 





Tip Queues can be used for more than just cases. You can set up lead queues 
and set up lead assignment rules just like you can on cases. 


Creating Case Assignment Rules 


Now that you have created your first queue, it's time to automatically assign cases to that 
queue or to a specific owner. You can create case assignment rules based on specific 
criteria in the case and related records to the case. For instance, you can create an 
assignment rule to automatically assign all cases that came in for a specific account or 
contact to a specific user. Or you can assign a case to a queue based on the case origin, 
case reason, case type, or any other field found in the case record. Some companies 
create queues for VIP or platinum clients and only allow their most experienced users to 
handle these cases. Figures 3-15 through 3-20 show you this process. The step-by-step 
process is as follows: 
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1. Navigate to the Setup menu by clicking the settings cog icon in the 


upper-right corner of the Salesforce window. 


2. Using your search area, enter Case Assignment. Click Case 


Assignment under Service. 


3. Click New to start the case assignment rule. 


LT h i F 
we Te hy salg 


sect Manager * 


| — 


NUI sETUF 
E z 


NH .- ey Eia j P «lx 
bS ( ase Assignment Rules 


Hala for fus Page o 


Case Assignment Rules 


Automabcally assign cases io users OF queues bas Siena you delna. You can create multiple rules. but only one rule can be acte 
al a ume 


Click a rule name to add or edit rule entries 


Action Rule Mame Active Created By 


Rename | Del Sandan’ v Rachele Hofman 





Figure 3-15. Accessing case assignment rules 


4. Name the rule and click Save. You can activate the rule now by 
checking the Active check box or hold off and activate it later. 


5. Click Save. 


Help for this Page c3 


New Case Assignment Rule 


After you create your rule, select it from the assignment rules list and add rule entries 


| = Required Information 


Save Cancel 


Rule Name Case Assignment 1 





Save Cancel 





Figure 3-16. Creating a case assignment name and activating it 
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After saving the rule name, it will return you to the case 


assignment area. Click the rule name you just created. 


P SETUP 
ms Case Assignment Rules 


Case Assignment Rules Help for this Page @ 


Automatically assign cases to users or queues based on criteria you define. You can create multiple rules, but only one rule can be active 
at a time 


Click a rule name to add or edit rule entries. 


Active Created By Created On 
Rename | Del Rachelle Hoffman 98/9/2017 


Rename | Del Standard "i Rachelle Hoffman 4/21/2017 





Figure 3-17. Retrieving your case assignment rule 


6. Click the New button. 


Note In Figure 3-18 notice the Active box above Modified By. This is where you 
will activate the rule after you have completed it using the Active check box. 


Case Assignment Rule Help for this Page e 


Case Assignment 1 


Add rule entries that specify the criteria used to route cases. You can reorder rule entries on this page after you create them 


Rule Detail Edit 


Rule Name Case Assignment 1 Active 
Created By Rachelle Hoffman. 9/9/2017 7:34 PM Modified By Rachelle Hoffman. 9/9/2017 7:34 PM 


Edit 


Rule Entries B . New 


Ho rule entries specified 


Vie recommend you create multiple rule entries under this rule. H is typically not necessary to create more than one rule 





Figure 3-18. Creating the rule criteria for your case assignment 
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If this is your first case rule assignment, type the number 1 into the 


Sort Order field. If you have configured many rules, the Sort Order 


field tells Salesforce which rules to run first. Once a rule runs 


and assigns the case, it will not run other rules on the same case. 


Assign the sorting to all your rules according to importance. 


In step 2 you create the rule criteria. The rule criteria tells 


Salesforce that if the criteria you enter here is true, then it assigns 


the case to the specified location (steps 9 and 10). 


d. 


d. 


To start this process, you'll first need to click None in the field 
column. Here you will select the field that Salesforce should 
evaluate for the rule. This can be the case type, case reason, 
case origin, account, contact information, or any field criteria 


found in the case, account, or contact. 


Choose the appropriate operator. For instance, if you want 
every case type that equals a specific value to be auto-assigned 
to specific users, you would choose the operator "equals" and 
select those values. 


Choose or enter the appropriate value or outcome in which 
the case will auto-assign. 


You can also configure your filter logic by clicking Add Filter 
Logic. This allows you to change the logic from being "all" the 
field criteria (using "and") to "or" For example, you can say 

if the case type is Problem OR the case origin is Email. The 
standard setup would make that logic sentence be "If the case 
type is Problem AND the case origin is Email.” 
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-E SETUP 


5 Case Assignment Rules 


Rule Entry Edit 


Case Assignment 1 


Enter the rule entry 


Step 1: Set the order in which this rule entry will be proces 


Sort Order i | 1 


Step 2: Select the criteria for this rule entry 
Run this rule if the following criteria are met 
Field 
Case: Case Origin 
--None-- 
--None-- 
--None-- 


--None-- 


Save Save & Meu | 


Help for this Fage (7) 


| = Required Information 


Operator 
equals 
--None-- 
--None-- 
--None-- 


~+None-- 





Figure 3-19. Setting up the field criteria for the case assignment rule 


9. Choose to assign the case to a specific user or to the queue you set 


up in the previous section. 


10. Select an email template that you would like to autosend to the 


user or queue. 


11. Click Save or click Save and New to set up another case 


assignment. 
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Step 3: Select the u leue to assign the case to 


Queue v | ase Queue Qu Email Template Support: Case Assignment N Q] 


Do Not Reassign Owner 


Step 4: Optionally, select predefined case teams to add to the case 
Predefined Case Teams 
a) 
aj 
aj 


A w 


Replace Any Existing Predefined Case Teams on the Case 


eo Save Save & New Cancel 


Figure 3-20. Assigning the specific user or queue and send them a 
notification 





Note Step 4 provides a functionality that is not a Lightning component and would 
have to be set up in Classic. 


Creating Case Auto-Response Rules 


Case auto-response rules allow you automate communication with your client based on 
field-level change. For instance, if you want an email sent to your client when the status 
ofthe case changes from one value to another, you can do that. Any field-level change 
from a value to another can activate this email send or another automation. Figures 3-21 


through 3-26 will walk you through creating case auto-response rules. 


1. Navigate to the Setup menu by clicking the settings cog icon in the 


upper-right corner of the Salesforce window. 


2. Using your search area, enter Case Auto-Response. Click Case 


Auto-Response Rules under Service. 


3. Click New to start the Case Auto-Response rule. 
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" - - 0 








Case Auto-Response Rules 


Auytómascally determina wnicm emai bémpniates 15 use Butó-respoónse messages for new cases 


Hà rales specihed 


Figure 3-21. Accessing case auto-response rules 


4. Name the rule and click Save. You can activate the rule now by 
checking the Active check box or hold off and activate it later. 


5. Click Save. 


New Case Auto-Response Rule Heip for his Page @ 


After you create your rule, select it from the auto-response rules list and add rule entries 
| = Required Information 


Save | Cancel 


Rule Name | Auto respond to email-to-cas 
af Aclvei 





Figure 3-22. Naming your case auto-response rule 


6. After saving the rule name, it will return you to the case 
assignment area. Click the rule name you just created. 
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FWE SETUP 
mas Case Auto-Response Rules 


Case Auto-Response Rules Help for tis Page @ 


Automatically determine which email templates to use when sending auto-response messages for new cases 


New 


Action Rule Name Active Created By Created On 


Rename | Del Aulo respond to email-to-case cases v Rachelle Hoffman 9/9/2017 





Figure 3-23. Retrieving your case auto-response rule 


7. Click the New button. 


Note In Figure 3-24, notice the Active check box above the Modified By field. 
This is where you can activate the rule after you have completed it using the Active 
check box. 


Case Auto-Hesponse Rule 


Auto respond to email-to-case cases 


Help for this Page o 


Add rule entries that specify the criteria and email template to use to respond ta cases. You can reorder rule entries on this page after you create them 


Rule Detail Edit 
Rule Name Auto respond to email-Lo-case cases Acie "d 


Created By Rachelle Hoffman. 9/3/2017 8:08 PM Modified By Rachelle Hoffman, 9/9/2017 8:08 PM 


Edit 


Rule Entries 


No rule entries specified 


re recommend you create multiple rule enines under this rule. It ms typically nat necessary to creale more than one rule 





Figure 3-24. Creating your new rule criteria for the case auto-response rule 
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8. 


If this is your first case auto-response rule, type the number 1 into 
the Sort Order field. 


In step 2 you create the rule criteria. The rule criteria tells 
Salesforce that if the criteria you enter here is true on the case, 
then send the email (steps 9 and 10). 


a. To start this process, you'll first need to click None in the field 
column. Here you will select the field that Salesforce should 
evaluate for the rule. This can be the case type, case reason, 
case organ, account, contact information, or any field criteria 


found in the case, account, or contact. 


b. Choose the appropriate operator. For instance, if you want 
every case type that equals a specific value to automate the 
email, you would choose the operator "equals" and select 
those values. 


c. Chooseorenter the appropriate value or outcome in which 
the case will auto send the email. 


d. Youcan also configure your filter logic by clicking Add Filter 
Logic. This allows you to change the logic from being "all" the 
field criteria (using "and") to "or" For example, you can say 
if the case type is Problem OR the case origin is Email. The 
standard setup would make that logic sentence be "If the case 
type is Problem AND the case origin is Email.” 
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Rule Entry Edit Help for this Page @ 


Auto respond to email-to-case cases 












Enter the rule entry Save Save & New | | Cancel 


Step 1: Set the order in which this rule entry will be proces | = Required Information 
Sort Order |; | 1 


Step 2: Select the criteria for this rule entry 












Run this rule if the following criteria are met 


Field 
Case: Priority 








-NMornég-- 






MOone-- 






--None-- 






-None-- 


Add Filter Logic. 





Figure 3-25. Creating the criteria for your case auto-response rule 
10. Instep3, you'll need to provide the name of who the email is 
coming from. 
11. Enter the sender's email address in the Email Address field. 


12. Provide areply-to address should the client want to respond to the 


email. 


Note You can only use one of your user's emails or an email that you set up as 
an organization-wide email. 


13. Assign the email template that you want to be sent for this auto- 


response rule. 


14. Oncesteps 1 through 4 are complete, click Save. 


129 


CHAPTER 3 SALESFORCE SERVICE CLOUD 


he name and address to include on the auto, onse message From line 
Name [Rachelle Hoffman i 
Email Address | rachelle@cloudcreations.cor |i 


The sender email address must be either one of 
your verified organization-wide email addresses 
or the email address in your Salesforce user 
profile. 

Reply-to Address 


rachelle@@cloudcreations.cor i 


Step 4: Select the template to use 


email Template | Support: Case Response d 


Save Save & New | Cancel 





Figure 3-26. Setting up who the email is coming from and your email 
template 


Creating Case Escalation Rules 


Case escalation rules allow you to create automation for when a case will get escalated 
and what actions will take place thereafter. Like the other rules that you have created 
in the previous section, you'll be able to determine when the case gets escalated based 
on field-level criteria of the case. Once the field-level criteria are met, then you can set 
actions such as sending a notification email, reassigning the case to another user, and 
notifying that user. Figures 3-27 through 3-34 show the setup. The steps include the 
following: 


1. Navigate to the Setup menu by clicking the settings cog icon in the 
upper-right corner of the Salesforce window. 


2. Using your search area, enter Escalation Rules. Click Escalation 
Rules under Service. 


3. Click New to start the escalation rule. 
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Case Escalation Rules Hap fea Page QD | 


Autemabcally determina when cases should escalale an tà take Afer you Creabe & rule, selec] if from ihe rubes list and add rule entries 











Action Rule Home Created ity 


Rename] Cel giaedand Rachelle Hefiman 





Figure 3-27. Navigating to the case escalation rules 


4. Name the rule and click Save. You can activate the rule now by 
selecting the Active check box or hold off and activate it later. 


5. Click Save. 


New Case Escalation Rule Help for this Page @ 


After you create your rule, select it from the escalation rules list and add rule entries 


Save Cancel 


ube Name | Case Escalation Rule 1 


Save Cancel 





Figure 3-28. Creating your name for your case escalation rule 


6. After saving the rule name, it will return you to the case 
assignment area. Click the rule name you just created. 
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Tan 
SE Uu P 


B Escalation Rules 


Case Escalation Rules Help for tnis Page @ 


Automatically determine when cases should escalate and what actions to take. After you create a rule, select if from the rules list and add rule entries 


Active Created By Created On 
v Rachelle Hoffman 98/9/2017 
Rename | Del Standard Rachelle Hoffman 





4/21/2017 
Figure 3-29. Retrieving your case escalation rule 


7. Click the New button. 


Case Escalation Rule . Help for this Page [2] 
Case Escalation Rule 1 


Add rule entries that specify the criteria used to escalate cases. You can reorder rule entries on this page after you create them 


Rule Detail Edit 


Rule Name Case Escalation Rule 1 Active "4 


Created By Rachelle Hoffman. 9/9/2017 8:44 PM Modified By Rachelle Hoffman. 9/9/2017 8:44 PM 


Edit 


Rule Entries Rule Entries Help ? 


No rule entries specified 





We recommend you create multiple rule entries under this rule. It is typically not necessary to create more than one rule 


Figure 3-30. Creating the criteria for your case escalation rule 


Note In Figure 3-30, notice the Active check box; this is where you will activate 
the rule after you have completed it using the Active check box. 


8. Ifthis is your first case escalation rule, type the number 1 into 
the Sort Order field. If you have configured many, the Sort Order 
field tells Salesforce which rule to run first. Once a rule runs and 
executes the action, it will not run other rules on the same case. 


Assign the sorting to all your rules according to importance. 
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9. Instep 2 you create the rule criteria. The rule criteria tells 
Salesforce that if the criteria you enter here is true on the case, 
then it will send the email (steps 9 and 10). 


a. To start this process, you'll first need to click None in the field 
column. Here you will select the field that Salesforce should 
evaluate for the rule. This can be the case type, case reason, 
case organ, account, contact information, or any field criteria 


found in the case, account, or contact. 


b. Choose the appropriate operator. For instance, if you want 
every case type that equals a specific value to automate the 
email, you would choose the operator "equals" and select 
those values. 


c. Chooseorenter the appropriate value or outcome in which 
the case will autosend the email. 


d. Youcan also configure your filter logic by clicking Add Filter 
Logic. This allows you to change the logic from being "all" the 
field criteria (using "and") to "or" For example, you can say 
if the case type is Problem OR the case origin is Email. The 
standard setup would make that logic sentence be "If the case 


type is Problem AND the case origin is Email.’ 















Rule Entry Edit 


Case Escalation Rule 1 


Help for this Page tw 












Enter the rule entry Save Save &New Cancel 





Step 1: Set the order in which this rule entry will be processed | = Required information 


Sort Order | , | 1 


Step 2: Select the criteria for this rule entry 


Run this rule if the following criteria are met 





Field Operator Value 
Case: Case Reason * | equals * Breakdown Qj AND 


-None-- * | | --None- 


Figure 3-31. Creating your rule criteria for the case escalation rule 
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10. Instep 3 you can choose a business hour to set for this escalation. 


Note To choose business hours to set, you to need to have created this in 
oalesforce. In the Setup menu, search for business hours for more information. By 
default, the business hours are set for 24 hours 7 days a week. 


11. In step 4 you select how escalation times will be determined. 


a. Youcan select when the case is created, which will evaluate 
the criteria only once when the case is created. 


b. Youcan select when the case is created and disable it after the 
case is first modified. This option will check your case's criteria 
after the first time the case is modified (usually this is after a 
user has started to handle it). 


C. Youcan select the last modification time of the case. This will 
check the criteria of the case every time a change is made to it. 
This will allow the escalation rule to be applied when the case 
is modified. 


12. Click Save. 


Step 3: Specify the business hours criteria for this escalation rule 


Ignore business hours 
è Use business hours specified on case 
Set business hours Default Q) 


Step 4: Specify how escalation times are set 


e. Based on when the case is created 
Based on when the case is created, and disable after the case is first modified 
Based on last modification time of the case 


e. Save | Save & New Cancel 


Figure 3-32. Selecting the business hours and when the case escalation rule 
should run 
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13. Clickthe New button to start the creation of your actions. 


Rule Entry Edit Help for this Page ey 


Case Escalation Rule 1 


Edit this rule entries details or add a new action to take when this entries’ details and criteria is met 


Enter the rule entry Edit | | Cancel 


Rule Name -aca Escal jle 1 
Order 1 
Rule Criteria case: Case Reason EQUALS Breakdown 
Business Hours Settings — Use business hours specified on case 
How escalation times are set Based on when the case is created 


Edit Cancel 


Escalation Actions Escalation Actions Help |? 


Escalation Actions 





Figure 3-33. Creating your escalation rule action 


14. Forthe Age Over field, you determine the number of hours that 
a case with matching criteria can be open before it escalates. You 
can change the drop-down to show single minutes or adjust it for 


30-minute increments. 


15. Under "Choose one or more of the following actions,’ you can do 
the following: 


a. Choose to have the case reassigned to another user or a 
queue. In the field next to "Auto-reassign cases to,’ choose 
an email template that will get sent to that user or the users 
belonging to that queue. 


b. Choose who will get notified that a case has escalated and 
select the template that should notify the user. Usually, this is 


an individual in management. 


c. Ifyou are not choosing to reassign the case, you can at this 
time notify the current owner of the case that it has escalated. 


d. IntheAdditional Emails field, choose in addition to the 
previous setting if anyone else should receive a notice of the 
case escalating. 


135 


CHAPTER 3 SALESFORCE SERVICE CLOUD 


16. When you have completed your action, click the Save button. 


Escalation Action Edit Help for this Page @ 


Save Cancel 


Escalation Action Edit | = Required Information 
Specify the time criteria for this rule 
Age Over ji) [4 30 minutes * 


Choose one or more of the following actions: 





15 Auto-reassign cases to 


User *| (Tyson Jones D. N Notification Template (Support: Escalated Case Re A) 
Select the user to notify ; 

Notify This User Rachelle Hoffman a Notification Template (Support: Escalated Case No XJ 
C Matity Case Owner " 


You can enter up to five (5) email addresses to be notified. Please put each address on its own line 


Additional Emails — | Support@cloudcreaitons.com ~y 
Oo.. Cancel 


Figure 3-34. Setting up the actions on your case escalation rule 


Tip You can create one escalation rule with multiple actions, such as if you want 
a particular case to be escalated after two hours of meeting the rule criteria. Then 
if the case still isn't closed four hours after that and you want to escalate it again, 
you could set this up. All you would need to do is create another action. 


Setting Up Email-to-Case 


Email-to-case is a function that allows you to automatically have a case created based on 
an email being sent to a specific email address. For instance, if you have a support group 
that manages tech questions about your products, you can publicize an email and allow 
clients to submit requests that will automatically be routed to Salesforce and create a 
case for you. Figures 3-35 through 3-42 will walk you through this setup. 
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1. Navigate to the Setup menu by clicking the settings cog icon in the 
upper-right corner of the Salesforce window. 


2. Using your search area, enter Email-. Click Email-to-Case under 
Service. 


3. Click the Edit button. 


GU SETUP 
B Email-to-Case 


Email-to-Case Settings es tea rie O fl 


Configure your Email-to-Case saflings on this page. Each routing address is an email address thal your customers can use io submit cases [p your suppor 
taam. Emails are automatically converted to cases bated on the settings specified for each routing address 


ARer you configure your Email-to-Casa safings, choose whether to set up On-Demand Emas-to-Case of Emai-To-Case. On-Demand Emai-To-Case 
enables you bo solely ute Force com fo convert emal lo Cases, whereas Emai-to-Case enables you to use saletforce com and your email system to 
convert email to cases 


Far On-Demand Emai-b-Case 
Define emai addresses on your emad sysbem foc case submissions 
Create email routing addresses tat include ihe addresses defined for cases 
Configure your emad system to forward case submissions fo the Email Seryices Address provided to you by Salesforce 
Enable On-Demand Emad-to-Cáse 
Far Emai-to-Case 
Download ta Emad-Io-Case agent from t 


Enable Emai-te-Case 


Email-to-Case Settings 





Figure 3-35. Navigating to the email-to-case setup 


4. Select the boxes Enable Email-to- Case and Enable HTML Email. 


5. Click the Save button. 
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m SETUP 
Email-to-Case 


Help for tnis Page o 


Email-to-Case Settings 


Email-to-Case settings for your organization 


o To create cases from Outlook, select the options Enable Email-to-Case, as well as Enable On-Demand Service. 
Afer you enable Email-to-Case, you can disable it. You can, however. disable the On-Demand Service. 


Enable Email-to-Case x 


Notify Case Owners on Mew 
Emails. 


Enable HTML Email 


Send Emails from Cases | = Required Infarmaton 


Insert Thread ID in the Email 
Subject 


insert Thread ID in the Email 
Body 


Place User Signatures 
before Email Threads 


On-Demand Service 


On-Demand Email-to-Case enables your organization to automatically create cases from email without having you download and install the Email-to-Case agent 
behind your network's firewall. Simply configure your email syslem to forward case submission emails lo the Email Services Address provided to you by 


salesforce.com 
Enable On-Demand Service 


Failure Response Settings: 


Over Email Rate Limit 
Acton 


Unauthorized Sender Action 


Save X Cancel 





Figure 3-36. Enabling the email-to-case function 


6. Clickthe New button. 
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Email-to-Case Settings Edit 


o To create cases from Outlook, select the options Enable Email-to-Case, as well as Enable On-Demand Service. 
After you enable Email-lo-Case, you can't disable i. You can, however, disable the On-Demand Service. 


Enable Email-to-Case d 


Notify Case Owners on New 
Emails 


Enable HTML Email 


Send Emails from Cases 
Insert Thread ID in the Email 
Subject 


Insert Thread ID in the Email 
Body 


Place User Signatures 
before Email Threads 


On-Demand Service 


On-Demand Email-to-Case enables your organization to automatically create cases from email without having you download and install the Email-to-Case agent behind 
your network's firewall. Simply configure your email system Io forward case submission emails to the Email Services Address provided to you by salesforce.com 


Enable On-Demand Service i 


Failure Response Settings 


Over Email Rate Limit Bounce message 
Action 


Unauthorized Sender Action Discard message 


Routing Addresses New  Emai2Case ¥ 


Ha email addresses defined 





Figure 3-37. Creating a new routing address for the email-to-case setup 
7. Enterthe email's routing name. Usually, this is the name of the 
email. 
8. Enter the actual routing email address. 


9. Youcan choose to save an email's header and set who you will 
accept them from. However, because these are usually images, it 
will take up 15KB of your organization's storage. Most users do not 


enable this option. 


10. Under Task Settings, you can create a task along with the case 
being created when it comes in. 


11. Under Case Setting, set the priority of the case and the case origin. 


12. Click Save or click Save & New to set up more email routing 


addresses. 
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SETUP 
Email-to-Case 


Email-to-Case Routing Information Heip for mis Page @ 


Email Address Edit 


Routing Information | a Required Information 
Source — Email2Case 
Routing Mame 


| Cloud Creations Support 


— imtir | Supporti cloudcreations.com 


Email Settings 


Save Email Headers 


o Accept Email From 


Task Settings 


Create Task from Email 9i 
Task Status | In Progress v lla 


Case Settings 
Case Owner ‘Queue * Case Queue Qi 
Case Priority | High T 


Case Origin | Email * 


Sane Save ER Mew Cancel 





Figure 3-38. Setting up your routing address for the email-to-case function 


13. Anemail will be sent automatically to the routing address that 
you entered in step 8. If you don't receive an email within a 
couple hours, make sure to check your spam or other firewall 
settings your company may have or click the Resend link shown in 
Figure 3-39. 


Routing Addresses New Emac2Case Y 


Action Source Routing Name Case Owner Email Address Email Services Address 
Edit Dei EmaiQCase — Cloud Creatons Suppor Case Queue mofimen@cloudcresvons com 





Figure 3-39. Ifyou don't receive the verification email, you can use this Resend 
link to resend the email 
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14. The email you receive should look like the example in Figure 3-40. 
You'll need to click the link within the email to verify that this is a 
working email address. After clicking the link, you'll be taken to 
another Salesforce screen; click the Continue button, as shown in 
Figure 3-41. 


Verify your Salesforce Email Routing Address niox x 


supporn@salesforce.com «support(?salesforce.com» 10:07 PM (4 minutes ago) 
to me ~ 


Dear Rachelle Hoffman, 


We have received the following request to change your Salesforce email routing address: 


Routing name: Cloud Creations Support 
New email routing address: support@cloudcreations.com 


To confirm this email routing address, click this link: https //na50 salesforce com/setu € 
QOD6AO0000000cGd&k-C MAPAVSSO otbUMESwNKE TUS DAwMDAOQzk2AAAAOE5nZG&HPTWFÜ bB2SzpeEr24VAK6dTC 
| m a [ | | Pi! | in , s zH2 = m j = j i eu i 


2 WW ALI qus 


This link will expire 72 hours after receipt of this message. 
If you cannot click the above link, please copy and paste it into a Web browser. 


If you have any questions, please contact your administrator. Or, after you have logged in, click the Help & Training link at 
the top of any page for online help and customer support information. 


Thank you, 
salesforce com 


Figure 3-40. Email verification sent 
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Salesforce 





Email Changed 


Thank you for verifying the Email Routing 
Address. The Email Routing Address is now 


verified. 


Lontinue 





Figure 3-41. Click Continue, and you'll be taken to the Salesforce login page 


15. Lastly, you'll need to apply some email forwarding rules on your 
email inbox to forward emails to the e-mail service address that 
Salesforce provides. 


Creating the email forwarding rule is what utilizes the on-demand email-to-case 
functions supported by Salesforce. By forwarding all your emails to the email service 
address provided by Salesforce, you can give your users a one-stop application with 
Salesforce. When an email is sent into Salesforce, the client receives a reply with a 
unique case thread found in the body and the subject line of the email. This case thread 
allows an email that comes back into the same email account and per your forwarding 
rules gets sent into Salesforce to be attached to the existing case. This allows your users 
to stay in Salesforce while they address support case inquiries. Figure 3-42 shows a case 
thread. 
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Hi Av. Please pes my Case thread below 


ite wanted Eo let you know thal the management Team is happy ba approve your expedite shipping al mo additional cost. You should receive your new part by dpm EST Friday 





Figure 3-42. This case thread allows your client email to get attached to the 
appropriate case. 


Note Ihe email-to-case function has some limitations. First, you can only receive 
attachments up to 10MB. Second, this option only allows up to 5,000 email 
messages a day. For workarounds, see the Setup area to have Salesforce deal with 
bounced messages. Finally, if the case thread is not included in an email, a new 
case will be created. 


Tip You would want to use the email-to-case option if your case inquiries are 
generally over 25MB. Also, the email-to-case setup will automatically identify 
contacts and replies to the case. The on-demand feature allows for a much more 
custom solution. It allows for custom field mapping, and its setup is fairly simple. 


Setting Up Web-to-Case 


The web-to-case function in Salesforce allows you to embed HTML code into your 
preexisting web site or web form. The majority of clients that have used this function 
embed the HTML code into a Contact Us form found on support-related web pages 
on their web sites. This function, like that of the email-to-case function, allows 
automatically generated cases to make it into Salesforce. Follow the steps shown in 
Figures 3-43 through 3-48. 
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1. Navigate to the Setup menu by clicking the settings cog icon in the 
upper-right corner of the Salesforce window. 


2. Using your search area, enter Web-to-case. Click Web-to-Case 


under Service. 


3. The check box Enable Web-to-Case should be select, as shown in 
Figure 3-43. 


4. Set the default Case Origin option to Web or any other option that 


describes where this case is coming from. 


5. Attach a response template that you want your client to receive 
upon submitting their case. 


6. Hide Record Information will hide the record information in the 
email that is sent. 


Note Ifyou want to create an email template for this, go to Setup, search for 
Email Template, and under the Email section you'll find Email Template. 


7. Addan email signature if you choose to otherwise create it in the 
email template. 


8. Click Save. 
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maniy la rale d easy for customer fo submi cases directly Bo your cutiomer support group 
Sali-Sarica Commuonity bermplabes, pea the Saay'one help 


tbng 
AL Curribra L 
rable Web-lo-C ave 
ea Email Settings 
Delak Response Template Cuppa: Case Created (Wet 2) 
Cancel 


Figure 3-43. Creating the web-to-case function 


Now that you have enabled the function, you can generate the HTML code to embed 


on your web site. Figures 3-44 through 3-45 show you how it's done. 


l. 


On the left side in the Setup menu you should see Web-to-Case 
HTML Genera.... If not, you can search for web-to-case HTML. 
Click the phrase. 


In the Available Fields area, select fields to be included on your 


web form. 
Move the field from Available Fields to Selected. 


In the URL field, enter the URL that you want your client to be 
returned to after submitting their web form. 


The Enable Spam Filtering option will require the Captcha API 
key to be created (this requires developer work and will not be 
explained in this book). To set this up, you'll need to navigate to 
Salesforce Classic. 


Click the Generate button. 
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Home Obect Manager W 


web-to-case r : n = P z 
Web-to-Case AIML Generator 


Feature Settings 


Capturing Case Information from Your Website ves tor ma Page O 


Service 
Using pre-exisbng pages on your company's website, you can capture contact and case information from users and putómabcally create new cases in 
Web-te-Case 128heforce com, enabling you to respond in real-time to Customer requests 


Web-to-Casg HTML Genera Capture Cases 


Selec ihe falda. jò incipde 


NOTE Would you like da add custom feids thal yeu do nol see bided under Available 
Available Fields Selected Fiald3? You can set up cuMom lead fields ba gather aGd&cnal informabon from you 
webrip Tell me mong. 


Company à Contact Name = 
Type 

Lt ^ 
Case Reason L5] 
Priority d | 
Engineering Req Number = Remove 
SLA Violation 
Product 
Potential Liakalty 


Y. vais in Self Serece Portal 
Boker they URL that rop ner veli be pelurned ie 


unt. [nte Icloudcreations com 


Erabie spam benng (recommended) , 





Figure 3-44. Setting up the web-to-case HTML generator 


7. Copy this HTML code and send it to your web site manager. 


8. Click Finished when done. 


146 


www .allitebooks.com 


CHAPTER 3 SALESFORCE SERVICE CLOUD 


| Po: SETUP 
BE VWeb-to-Case HTML Generator 


Capturing Case Information from Your Website 


Help for 


Using pre-existing pages on your company's website, you can capture contact and case information from users and automatically create new casg 


salesforce.com, enabling you to respond in real-time to customer requests 


Capture Cases 


Copy and paste the sample HTML below and send it to your webmaster. 


TZ: Please add the i your page «HEAD», 
If necessary, please modify the charset parameter specify the 
character sac of your HIML page. 


«form action= "http: //vebto.salesiorce.com/servlet/serviet.tebictCassfencodingsvir- 8" method="Post"> 


<input type=hidden names"orgid" value="00D6A00000Mctd*> 
“input type=hidden nanme-"rezUAL" values"htzp://clocudcreations.com"» 


MOTE: These fields are opticnal debugging elements. 
thease lines if you wish to test in debug moda. 
<input type="hidden" name=" debug" value=#1> 


Figure 3-45. The HTML that is generated 


Summary 








With Salesforce Service Cloud, you can tailor the experience to your organization’s needs 


or utilize the great standard functionalities that come with your purchase. Whichever 


path you choose, you can assure yourself that setup is the least of your worries. 
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Lightning Apps 


The AppExchange marketplace comprises a suite of apps, Lightning components, and 
consulting resources. Salesforce customers can install add-on applications to their 
Salesforce organization. You can search across thousands of apps to find prebuilt 
solutions for business needs. The marketplace is also the place to search across 
thousands of registered Salesforce consultants (shown in Figure 4-1). 






© Blaze new trails with apps and 
components that are ready to 


AppExchange 
go for everyone. 


What is 
AppExchange? 





Apps 


Components 
Consultants 
| 


| Become a Partner 


| Customer Stories 


Figure 4-1. Blaze new trails with the AppExchange 


Apps 
Increase productivity by installing prebuilt packages, called apps, which provide 
custom solutions for every role and industry. Visit the AppExchange web site at http: // 
appexchange. salesforce.com. Here you can sort and filter in numerous ways including 
by popularity and rating. 

To pick the right app, we recommend identifying your business challenges, budget, 
and time frame. 
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Discover the AppExchange Marketplace 


You should take the time to explore the business app store in Salesforce, otherwise 
known as the AppExchange marketplace. There are more than 3,000 apps and 
components that can be used to extend the power of Salesforce. Follow these steps: 


1. From the App Launcher, click Visit AppExchange, as shown in 
Figure 4-2. Or, from Setup, search for AppExchange marketplace in 


the Quick Find area. 
v All Apps = 


Service 
Manage customer ser- 
vice with accou... More 


Marketing 
Best-in-class on-demand 
marketing automation 





Figure 4-2. Visit the AppExchange from the App Launcher 


2. Click AppExchange Website, as shown in Figure 4-3. 


» APPEXCHANGE HOME v Q 


APPS Mor - 


Welcome to 





DYNAMIC 


DOCUMENTS, 
PRESENTATIONS 
AND REPORTS 


TryiTFREE (CO TTE 


Composer 


Sign. Send. 
Manage. 


TRY IT FREE 





AppExchange Website -———— OAS TermsofUse Security Statement Ei in ww 


Figure 4-3. Click AppExchange Website to navigate to the complete database of 
apps and components 
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This marketplace contains apps and components for end users to install and download 
into their Salesforce organization. In addition, you have access to thousands of reviews about 
these apps, components, and consultants. It’s complete transparency at your fingertips. 

On your home page, shown in Figure 4-4, apps can be searched and filtered by 
various categories. You'll find a wide array of apps! They range from point solutions to 
full-blown integration and automation. There are free apps, and there are paid apps. The 
good news is that Salesforce makes it easy to find what you are looking for. 


e» appezcruiarnge Apes Components Consultants Apps = ao AL og In 





Fb Haw to AppExchanze? Learn more ES Send ma AppExchanga news and tips 
E». E! : PP 5 p 


Meet Appy, your AppExchange guide. 


Want to grow faster? Be more successful? She'll show you how 





Filters - All Prices -  AllEdions  * | AllRatings = | All Languages = w Apply | X Clear 











Featured Breakout Apps 





Home E IGHTHING READY 
ular Apps : 

Mimi a natterbok 

New Apps = chanced veion t 

ae = mogli 

Collections ~ d © | S W 2 2 
INTELLIGENT mme ee ae o aioe Daia 

Categories = TEXT MESSAGING 





Sales dete (208) diede dde 
Customer Services 


Figure 4-4. The AppExchange home page 


Choose an App 


Choosing the right app can seem overwhelming with the number of solutions available. 
So, it’s important to have a strategy in this decision-making process. 


1. Start by defining your business challenges. Identify your company 
goals and objectives. Once you've determined what they are, 
search and review a handful of solution options in the Salesforce 
marketplace. 


2. Once you've narrowed down a handful of prospective solutions, 
evaluate the solutions and vendors. Consider the ease of use, 
support options, total cost, reviews, the ease of administration, 
and solution match. Use this information to help make a decision. 
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3. Ifavailable, request a demo or trial, or install the app into your 


sandbox for user testing and acceptance. 


Price 


One important factor is cost. There are apps in Salesforce that are free, but there are 
others that have a cost associated with them. While some apps display their total cost, 
others require you to contact them to find out the price. Some of these payment options 


can be monthly, annually, per user, or per organization. 


Compatibility 


Make sure to check the compatibility of the solution. You can find the compatibility 
information in the details section of the app under Requirements and Other System 


Requirements (shown in Figure 4-5). 


£ Lightning Ready e No Limits 
PACKAGE CONTENTS LIGHTNING COMPONENTS 
Custom Objects: 34 Global: 0 
Custom Applications: 2 App Builder: 0 
Custom Tabs: 13 Community Builder: 0 


REQUIREMENTS 
Salesforce Editions: Enterprise, Unlimited, Developer, 
Performance 


OTHER SYSTEM REQUIREMENTS 


No additional system requirements 





SECURITY 

While Salesforce periodically conducts security reviews of publicly 
Figure 4-5. Requirements and Other System Requirements sections in the app 
details 
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App Home Page 


The home page of an app provides an overview, details, reviews, and provider 
information (shown in Figure 4-6). 


Qe Apps Components Consvitants Apps v r Q Login 


—- 


he, D 


l ‘cloudingo 








E Lightning Reavy all ^2 & Up Q) Nouris 


Cloudingo - Effortlessly eliminate and manage duplicate data 
Clean your data and limit future duplicates. Automated and customizable 
dà d n] (915) 


Paid - Details below 


OVERVIEW DETAILS REVIEWS €f 





App by Symphonic Source 

The all-in-one tool to cleanse your database and mass imports by removing 
duplicate records, all from a simple and intuitive dashboard. Use the built-in filters 
cr create your own 


Cloudingo chases down and eliminates duplicate data! FREE TRIAL 


o Watch a Demo 


RELEASED 
10/2/2012 
PRICING 6 


Starting at $1,096 USD per company per year 
Discounted for Nonprofits 





CATEGORIES 


Data Cleansing 


Whats Cleuufinan? 


Figure 4-6. Home page of an application 


The page also contains this information: 


e Highlights: The highlights bar located at the top of the application 
page, shown in Figure 4-7, displays key components of the app. This 
typically includes Lightning readiness, organization compatibility, 
and limitations. 
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— mE = O 
le F varnna sey all Ponosno noums 


Figure 4-7. Highlights bar 





e Cost: The cost is located on the left side of the home page. If the app is 
free, the app will state Free. If there is a cost associated with the app, 


it will state Paid. 


e Overview: Click the Overview tab shown in Figure 4-8 for a brief 
description of the app. Some apps contain links to their web site or 
include video demos here. It is recommended that you watch any videos 
for further insight into the app’s capabilities. You can also find detailed 


pricing information, the release date, and screenshots in this area. 


App by Symphonic Source 


The all-in-one tool to cleanse your database and mass imports by removing 
J id 5 


duplicate records, all from a simple and intuitive dashboard. Use the built-in filters i te & St : Lead Address Validation 
61,005 
or create your own ===) a SSS Osa scu: 
} í J 
Cloudingo chases down and eliminates duplicate data! FREE TRIAL —-——— na ~ae meann Se T -= 


| X onen w c——3s—3árnm w ccm 
o Watch a Demo 


-X am a = pees pet Deene m 


10/2/2012 = = : = = = 
RING @ — = —— = — = 
Starting at $1,096 USD per company per year M^ O € CLLLILLEEZID € şe 
x s dd LZ 
Discounted for Nonprofits GET MORE VALUABLE DATA 
Give your data more purpose and meaning with mass update, 


mass delete, and address validation & standardization 


Data Cleansing 


Jpoato, Delete, and Valloate Recoms 


Figure 4-8. Overview tab for app 


e Details: Click the Details tab shown in Figure 4-9 to gather more 
insightful details. This typically includes any technical specifics, 
software requirements, a supported feature list, data sheets, and 


security-related information. 
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The all-in-one tool to cleanse your database and mass imports by removing 
duplicate records, all from a simple and intuitive dashboard. Use the built-in filters 


cr create your cwn 


Cloudingo chases down and eliminates duplicate data! FREE TRIAL 


* Cloud-based deduplication and data cleansing 
+ Autc-merge existing duplicates or dedupa import files from a dashboard 
+ Prebulit filters or easily create your cwn from a drag-and drop UI 


Cleudingo solves the problam that so many erganirzations face - lend, contact and 
account duplicates. Simplify your marketing and reporting initiatives by cutting 
down all the clutter that tends to build up inside Salesforce 


Cloudingo is a cloud-based, deduplication, and data quality app bullt specifically for 
Salesforce. Remove duplicate data in your existing database or from imports. Easily 
integrate and manage customer data to ensure that you ara alins working with 
tha most accurata, up-to-date infa 


+ Find duplicate records in seconds & dadupe data 

+ Menge & convert from a simple dashboard view 

- Auto-Marga, mass merge, or manually mame dupes without losing any important 
data 

* Mass update & mass dolete reccrds 

: Gaccode, validate & standarndize addresses 

+ Cleanse import files before data reaches Salesforce 

+ Preburlt filters of easily create your cwn to make Cloudingo work for you 
* Drag-and Drop Ul 

* Audit trails to track data changes 

+ Enterprise API (in/out] 

+ Works with standard & custom objects 


* Superior customer service and support 
FREE TRIAL 


Brought te you by the makers of DupeCatcher one of the most popular apps on the 
AppExchange 


Figure 4-9. Details tab 


CONTACT DN RORMATION 
BgT2-251-154,3 


Company Véase 
Errall 


TECHHICAL DETAILS 
Hama: ClaucingadAgent 
Verton: 162 / 1.620 
First Release: 10/2/2012 
Latest Roleme: 5/12/2017 


Languages: English 
Industrias: (nfornmation not provided 


5uPPOSTED FEATURES 
fF Uigtering Resey 

PACKAGE CONTENTS 
Custom Obbscis B8 


Custom Application 1 


Custem Tao. i 


HECLIREMENTS 
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SUPPORT @ 
"T2-251-1551 

Email 

Knewlpcgb Eas UAL 
Tirra ana Canamans 


QD Ho Drit 


LIGHTHINO COMPONENTS 
Mobs: € 
App Builder: 4 


Cememunmty Builder. O 


3A parot EPONE Proteaceae, Enterprise, LinTimisd, Performance 


OTHER SVSTER REQ REMENTI 


Amin scones to the Salesferee org. i5 roquimd. Claudingo supports Loads, Contacts, 
Accounts Porson Accounta and Custom ee ta. 


sEGUS TY 


While Salesforce perioctcally conducts security riedianes of publici fisted &ppExchangs apps, 
Ti epee Leet That Cote eel and understand the security and architectural 
implications afasia thira-party applications wh acces TG 204.8 eror a an Salesfarces 
systerrá. The information above ts contributed by the provider and has not been validated 


by Salesforce 


To reach the app provider directly, contact information is displayed at the top-right 


corner of the page. 


Tip For an app that requires extensive setup, consider the support options 


available for each app. 


At the bottom of the Details tab are documents including data sheets, customization 


guides, case studies, and customer testimonials provided by the app company, as shown 


in Figure 4-10. 
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DATA SHEETS 

CD Info Sheet 

CL) Data Maintenance Module 
CD Security Info 

CD FAQs 

CD Packages and Pricing 

M Enterprise Tier 

CL) Marketo Integration 


CUSTOMIZATION GUIDES 
CD Go Beyond Deduping to Boost Your Data [infographic] 


CASE STUDIES 

CD Increase Sales Efficiencies with Clean Data 

M Enhancing Customer Relations & Maintaining Credibility with Cloudingo 
CL) How to Improve the Reliability of Salesforce Data 


CUSTOMER TESTIMONIALS 
CL Success Stories 


Figure 4-10. Important information stored about the app including data sheets, 
guides, case studies, and testimonials 


Reviews 


Every app is rated using a five-star scoring method and includes written customer 
reviews. These reviews are also split between positive reviews and critical reviews. 
Use this information to help determine the success of the app. Navigate to the reviews 
section on the Reviews tab to read customer feedback (shown in Figure 4-11). 
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m E ee 
f Light ring teary all Profembona d Lip eo Me Limits 


Cloudingo - Effortlessly eliminate and manage duplicate data 
Clean your data and limit future duplicates. Automated and customizable 
dde (15) 





Palid - Details below 


REVIEW MOH HHT RATING CUNT BUTION 


LR IET Share pour pxpeiamopowith 


j Q de dnd the Domum nite 
4 * cut of 5 LI 
[218 riae) 
J Sars 


MS) HELPP MOTT We: HE VIEW MOS HELPFUL CERTICAL BE We Wy 


" an s his negaiss pawira 
Marlica Hayes - Simpterity, Eare A Sheng Tear Dahm a Oreat Service 
EEEE] 
Wie were locking for a progran to de-dupe cer Gooounts, Contacts and Leads in 


Salesforce [and there am alot of themi) | contacted Cloedingo and was 

i morae nox oniy with their profsaionafimm, but aiso thelr ability to go above 
ana beyond. Thay ware ao apt to sepolfy va with imormarion, tining amd mupport 
thm the Gece 12 perches thelr . More 


Mt 25 20L6 FE LT AU - eae ^ ee Ep 


Aer Gy Any Gating =" Son B. Reire Dole = 
| manas Krahman- CTh amd go 
eee 
Definitely a ehoghd Fave app Helped mi remos lOt- duplicates in acay Lote of potential la terme of adding nire fesonet to moe H from à soia hare 153 mua hae aco 
Hiatt Comet Le - Repo dee 
Tom Paral - Territic Prodat with aqually fantastic supporti 
LESSE 
Cant! dw Gig) abo ría prasucr! Ner only la T eels TO ep and vae H atia WOHIN 6 eek after rollout ana my Salers Aamin tela ma 1 her Faensme SF proarai 


Ey for tet 


Jon Da ST Lc - Cement — Ls - Bape deus 


Figure 4-11. The Reviews tab includes positive and critical reviews 


To write a review, a user must be authenticated. To write a review, click Write a 
Review in the Review Highlights section, as shown in Figure 4-12. 





DETAILS REVIEWS EB PROVIDER P Save + Get Lt Now 
— M— Ma 
REVIEW HIGHLIGHTS RATING DISTRIBLITION 
2 Stars Share your axpertencas with 


3 sehe e d tha community 
i m A ster 
t æ out of S. = 

3 Stars | MS 


Figure 4-12. Click this button to write a review 
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Next, give your review a title. Provide comments in the Comments section shown in 
Figure 4-13. Scroll your mouse over the stars to select the appropriate rating. Click Post 
Review when finished. Note that it may take up to an hour for your review to post. 


5 Stars Share yaur ex enences with 


j Lid & Stars the community. 
t. f outos 3n 


[15 reviews) 2 ars Write a Review 





Figure 4-13. Information to include in your app review 


Note Come back to this page to write a positive or critical review of an app you 
have installed. This brings more value to the Salesforce community. 


Provider 


This tab holds more details about the app provider. Find out additional apps the provider 
has created that may be relevant to your business needs. Additional details include 
headquarter location, web site, employee count, and year founded, as shown in Figure 4-14. 
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Cloudingo - Effortlessly eliminate and manage duplicate data 
=) J 2 


Clean your data and limit future duplicates. Automated and customizable 
RRR oc: 


Paid - Details below 


EB PROVIDER 


A 


Symphonic Source 
972-241-1543 | Company Webste | Email 


Dallas, TX. USA 


More apps from this provider 


e 
Sy 
SS 


+ 
* 








cloudingo /;4^ DuneCatcher 


DATABASE EXPLORER FOR FORCE COM 


eee 15) FREE ****d (129) FREE 


Figure 4-14. Provider tab 


Install an App 





> Gat It Now 


ABOUT THIS PROVIDER 

The core ration of Symphonic Source, the makars of Clovdingo ano OvpeCatcher, ìs 
guarantee data quality. Symphonic Source Goes so by provicing Salesforce customers with 
resources to manage the exponential growth In Gata anc keep that data cipan 


This mison bs met by delivering a range of data management tools anc services to help 
with date cloanging ano imegration, enabling users to realize the full potential of service- 
oriented architectures (SOG) 


Symphonic Scurce bullas tools that Integrate with the world's leading clovd-baseo CRM 
senice, Salesforce. to provide deduplication and daa cleansing, ensuring cata quality to 
Salesforce users 


Our newest cifering. Clovcingo, profiles ano decupes the entire existing Salesforce org 


Our initial procuct offering, DupeCatcher, joentifies ano AND prevents duplicate recoros 


from being created in real time 


Apps can be installed directly into your production or sandbox environment. Production 


environments are where your active users are using Salesforce with live data. The 


sandbox is your testing environment. These can be production or development 


environments used for testing applications. It is recommended that you install here first 


to see how it will interact with your existing setup. 


An app can also be installed for a specific group of users or all users. 


To install an app, follow these steps: 


1. Dosomeresearch and select the app to be installed. 


2. Clickthe Get It Now button, as shown in Figure 4-15. 
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Mass Update And Mass Edit From List View 


Easy-to-use tool allows you to mass update and mass edit directly 


from list view E TAN B S 





$ am L4 Lightning Ready ad Enterprise & Up Q oe App 


Mass Update And Mass Edit From List View 
Mass Update And Mass Edit From List View Lightning Ready 
** (196) 


Free - Details below 


OVERVIEW DETAILS REVIEWS PROVIDER Y Save 


App by Salesforce Labs 


Mass update and mass edit selected records from any filter view or related list. You 
get two easy to use tools designed for both admins and standard users. Please note 
for lightning experience UI, it works better with Winter 17 release 


vel Take a Test Drive 


RELEASED 
6/30/2009 


PRICING 
Free 





CATEGORIES 
Admin & Developer Tools 


Figure 4-15. Get It Now button on the home page 


3. Login using your Salesforce credentials. 
4. Select the appropriate installation method, as shown in Figure 4-16. 


e Click “Install in production” to install into a live, production 
environment. 


e Click Install in Sandbox to install into the sandbox test 
environment. 
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4^ Install in production 
(ncludes active, trial or developer orgs 


Install in Sandbox 


Test 1n a copy of your production org 


Figure 4-16. Choosing to install into production or the sandbox 


5. Review the package components, version, expiration, and 
subscription cost for the app that will be installed. Review the 


terms and conditions. 


6. Select “I have read and agreed to the terms and conditions,’ as 
shown in Figure 4-17. Click Confirm and Install. 


Almost there! 


[1] Before installing, please revipw the customization guide to familiarize yourself with the installation and 


configuration steps for this application. 





WHAT YOU ARE [INSTALLING WHERE YOU ARE [NSTALLIAKS 

PACKAGE ORGANIZATION 

Mass Update And Mass Edit From List View empany name 

VERSLOM ECET 

Mass Update And Edit Lightning Ready (1.5 / 1.5.0) Developer 

3 UBSCRIPTICH USER NAME 

Free salesforcelightningbook@cloudcreations.com 
DURATION 


Coes Not Expire 
NUMBER OF SUBSCRIBERS 
Site-wide 


[ 1 have read and agree to the terms and conditions . 


Cancel Install | Back to previcus step 





Salpsforce.com (nc. is nct the provider of this application but has conducted a limited security review. Please click 
here far detailed information on what is and 1s not included in this review. 


Figure 4-17. Last step before installing 


7. Identify the users who should have access to this app. Select the 
appropriate option from the following list: Install to Admins Only, 
All Users, or Specific Profiles. 
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Note You can open access to this app to other users after the install. 


8. Click Install, as shown in Figure 4-18. 


A What if existing component names conflict with ones in this package? 
o Do not install 


Rename conflicting components in package 


>> 93292 S02 


J Install for Admins Only Install for All Users Install for Specific Profiles... 








Figure 4-18. Selecting which users to install to 


9. Click Done and you will be directed to the Installed Packages 
section once the app has completed installation (see Figure 4-19). 


SETUP 
Installed Packages 


Installed Packages tie sorte Page I 
On Fasc cem ABpESShaRIM vig tue rosa, bat dria, deseniagd, ane atali pie bihi appi 46d compen igh ste waurdadedforcs oom airohmast. Legm bosa aeogtirmulling Pridi 

J apoecxchange 
Apps and componirar ane irdtalled in p DIGE Any carter appe, Ibbi, and curtsm objects aos Inrbally mikid ar^in Davalopment and an cat deployed to yeui abai Thi aloes you to arti ard cartera bari déplzihg. Tou cin = 


daglay Bia pampe cats indmdusity vring the ear Pa bunit in patap or af a group by clidang Deploy 


Dapanéirg on the lis rad 12 an ingiaad padapa you can tale défgrant actionr fam thir page 





Te THE d pda qus, ok Wine. Te maadqe peur pace insg, Aoh Maece Linear 


insi aliod Packages 
Botion Piciga Hi Paii deri ess Mirris Niipea Fish n ruta Dita Lists dpi "hii jch 
Urieta Mam tUpdabe And Fei a tities eads irog 13 OO: at Pad Lil 1 1 1 
Dauneei ptem 


This package ig Sha lightning raady vadion of Mass Update Jad Mass Eder 


Me g5esmtalled Pgs data acchover 


Figure 4-19. Details on installed and uninstalled packages 
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Installed apps create a package of components and dependencies. This includes custom 
objects, Visualforce pages, and Apex classes and code. The installed app can come in the 


form of a managed or unmanaged package. 


e A managed package contains restrictions to the components 


installed. 


e An unmanaged package has more flexibility and allows development 


on top of any components installed. 


To uninstall an app, navigate to the Installed Packages area in Setup and click 


Uninstall. 


To find details on any installed apps, including all components and dependencies, 
click the name of the package, as shown in Figure 4-20. The details will appear, as shown 


in Figure 4-21. 


inst slbod Packages 
Acton Pace Mane hune ctr Aa con urbe Naecpws Prts 


ta Mam Vedaie Ang CA: Los oa ^ cadi sfroc 


Figure 4-20. Package name 


Pacha Details 
Mass Update And Edit Lightning Ready 


a Back to Litt Accounts 


Installed Package Detail Uriratall Wew Componanits Yew Dependencias 
Packwge Mur = = Mas Update ànd Edit Lightning Ready 
Language English 
rice Hunt 1.5 
Fublisher SFDC 
Description This package ix ihe lighbning ready vention ef Mace Update and Mass Edit 
niatulled By Falicia Duals, 6/22/2017 12:01 PM 


Figure 4-21. Package details 


www .allitebooks.com 
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Fackage Type Unmanaged 


Hcdügied Ey —Fulcua Duarte, 8022/2017 1201 PM 
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Click View Components for the complete breakdown, by type, of everything 


installed, as shown in Figure 4-22. 


Package Components 


Action Name Parent Object Type 


Mass ditCo ntact 
Mast citC ase 
Mas cit Product 
Mast citOpp 
Mas ditLead 


LEASelection Visualforce Component 





Marsf citContract Viswaltorce Page 





Visualforce Page 


Marl citCampaian 


Visualforce Page 
Visualforce Page 
Visualforce Page 
App 


Lest Views 





Mess ditEslension Test 





Figure 4-22. Viewing your package components 


e Visualforce page: A Visualforce page is a custom-built page made up 
of Apex classes and code, used to create a custom look and feel. 


e Apex class: An Apex class is part of a unique Salesforce programming 
language that gives developers and app builders the capability to 


create business logic. 


e Custom object: This is used to store or build custom information. 
Custom objects can be used to link information to standard objects. 


Lightning Component 


Lightning components are reusable containers of prebuilt tools and elements. These 
components can be added to your pages to ramp up the productiveness of your end users. 
As mentioned earlier in the book, components can easily be dragged and dropped into 
your desired page. Salesforce makes this easy to do without a developer and without code. 
Discover these tools by searching through the marketplace, as shown in Figure 4-23. 
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COMPONENTS € 
Build mobile apps oa) 
EXPLORE COMPONENTS 
La LJ 
at lightning speed. A a>” 
peux 
Filters X All Editions v AllRatings v All Languages » v Apply | X Clear Son By Popularity ~iz = 
Most Popular View More > 
Home 03 
Popular Components =) Lightning DataTable Dev E) Lightning Carousel and Banner m My Tasks LTC 
a ae - 
New Components 
Free ****d o6 FREE **d 5) FREE ee (13) FREE 
į ^ m 
Categories Multi-View Calendar E Hierarchy Eg My Activities 
Data Management -- ~ = 
Data Visualization 
feeds ttti 0 FREE **** o FREE wees (5) FREE 
Finance 
Productivity ; = 
Sales | {| Lightning Utility Pack 1.6 B. Lightning Express Charts Enhanced Lightning Grid 
Time & Date 
week 0) FREE ***d 4) FREE ee (6) FREE 
ya 
C» Free Ideas Component for Comm TaskRay Lightning Components v J Simple Agenda View 
PERE AO) FREE eeeee 5) FREE **** 5) FREE 


Figure 4-23. Lightning Components search page 


To download a component, follow the same steps used to download an app. 


Find a Consultant 


Consultants are registered and often certified Salesforce partners. They help make up the 
Salesforce ecosystem by providing custom Salesforce solutions and implementations. 
Consultants typically provide Salesforce training, implementation solutions, quick-start 
packages, data migration, and more. 

Your Salesforce account executive will often recommend a Salesforce consulting 
partner. Typically a discovery or scoping call with a consultant follows, and a quote with 
timeframe, deliverables, and cost is provided. 

Similar to app browsing, browse through a list of consultants and sort by the type of 
service, specialization, tier, territory, and more. 
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1. Select Consultants from the top of the page, as shown in Figure 4-24. 


Qo Apps —Compenents — Consultants Consultants * braci & Aiegin 


eo ew to AppEschange? Lean mort., ESS sans me AppEschange news and Tips 


Figure 4-24. Consultants tab 


2. Select a consulting page (shown in Figure 4-25) to view more 
details (shown in Figure 4-26). 


| fegitered Patner = | All Getings = | Al Regions * All Lanquag es * All Programering L = | wAppiy N Clew 





Horne 

Popular Consultants Services 

New Consultants D ^ "T" A me 
mill & » aM R » 

Top Partners dir J E J 


Helping go faster 
and further with 


Platinum Partners 
Gold Partners 
Silver Partners 
Registered Partners 


Type of Service - 
Bodinaas Conseiting 
Cumom 460 Deesloprent 


Systema [mt egrarion 


cmd idealist 


Comercial pp Ceweloperent CONSULTING 


ttre ho dh ds LLILLI BENT 





dede OD dd ds dodo 









Phil Walton & Co 
ahas 


" . ] m 
sare Sabes Corm teney wa TDM. 


cirriusso ut ons 


YOUR SILVER UNING IN THE CLOUD 





Industry Specialization = 
Correo alcarcná 

baucacna 

Bnancul Spree . i 
Genem Budoaa- Na Foma XI Mevely Prefuadonal Serviced - Top ic f Clowes Creations, Inc - Spotnik Moment: Your Nonprofit i 
Cerne nt 


Healthcare & Life Sciences TELLEN *hhr L2222 2500 
High Tech | 





hl an of acturimg 
Meca i. 

BOOS fuinte SFDC Partner specana "EI CRM Services Wee Cons Conmiting Grewp: We 
Hon profits a 


Profesional Services 
eal inate ftie® 65 tiie’ Lo bbh o 


Retail 


Figure 4-25. Cloud Creations, consulting company 
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Registered Partner 4g 8 Certified Q.74,:9 Customer Satisfaction 


Cloud Creations, Inc 
Do Business Faster Fixed bid, flat rate Salesforce consulting 
eRe 65. 





Consulting Service by Cloud Creations Inc. 


We provide flat.rate and fixed timeline Salesforce implementations. Do Business 
Faster with expert Cloud Creations Salesforce, Pardot, and SteelBrick consulting and 


s mwe t 
seam o OFF iy Oe 
development Pi y; 
3 Acre? i 7a : - - 
—— a 
— 
. -- — oo 
* — o. rpm 


3/17/2015 














o eem o Oe 
"ERTIFIED PROFESSIONALS 
B8 
PROJECT HISTORY ng | "ng 
226 Completed Projects S47 ie LIP 
Customer Satisfaction: 9.74 / 10 nie eec semien 9 
Muta nnd Comat ty Met ——  —— ———» 
DADTNED LEVE A kamt th by te — 
AI VEL P INAN : a Lm 

Registered a / v = Se ™&, 
TYPE OF SERVECE 
Business Consulting, Custom App Development, Systems Integration, Salesforce Dashboaro 
Training, Preconfigured Solutions 

20GRAMMING LANGUAGES ES 
Apex & Visualforce, HTML/CSS /JmvaScript, Java, PHP ^ VN 


M esse ae 


A 9 











Figure 4-26. Cloud Creations consultant detail page 


3. Find more details about this prospective consultant, including the 
number of projects completed, satisfactory ratings, geographic 
focus, and more on this page (shown in Figure 4-27). You can also 
find the consultant’s contact information here to contact them for 


Services. 


167 


www.allitebooks.com 


CHAPTER 4 LIGHTNING APPS 


We provide flat-rate and fixed timeline Salesforce implementations. Do Business 
Faster with expert Cloud Creations Salesforce, Pardot, and SteelBrick consulting and 
development. 


e Salesforce and Communities Development 
è Pardot and Marketing Cloud Configuration 
e SteelBrick and CPQ Configuration 


Cloud Creations Inc. provides fixed-bid, turn-key Salesforce implementation 
services, which include data import, integration, documentation, reports, and 
training. Our clients range for small-and-medium sized businesses to large 
enterprises. Additionally we provide Pardot and SteelBrick setup services 


DATA SHEETS 
CD Sales Cloud QuickStart 


WHITEPAPERS 
CD Cloud Creations Overview 


Figure 4-27. Details section on consultant 


4. Contact the consultant and request a quote. 


“ONTACT INFORMATION 
(800) 951-7651 
Company Website 

Erel 


SPECIFIC DETAILS 
Languages: English 

(ndustries: Financial Services, Professional Services 
Geographic Focus: North America 


Tip Consultants often employ a mix of project managers, business analysts, 
developers, and specialists. Hourly rates vary widely and typically include a 
scoping call to identify the right solution for your business. The more detail you can 
give your potential consultant, the more accurate the cost estimate will be. 


Summary 


The AppExchange marketplace consists of the Salesforce ecosystem of app partners 


and consultants. It is a growing market and is expected to make big changes in the near 


future. Visit the AppExchange marketplace to maximize your Salesforce setup. 
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Lightning Reports and 
Dashboards 


Salesforce reports and dashboards give you necessary insight into the data that you 
have collected in Salesforce. Every custom field and the majority of standard fields in 
any Salesforce object can be used in a Salesforce report. Salesforce dashboards help 
you to display this data in 11 different visual charts and tables. One report can be used 
in several dashboard components; however, a dashboard component can use only one 
report. A dashboard can display up to 20 dashboard components. Figure 5-1 shows the 


report that comes standard on your user’s home page in Lightning. 























Figure 5-1. The home screen of opportunity performance by quarter in Salesforce 
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Understanding Reports and Report Features 


Reports allow you to see your data based on specific criteria that you define. Once you 
have defined your criteria, you can group your data, create a chart for easy viewing, filter 
your data further, and store the report for later use in report folders. In these next couple 
of sections, we'll cover some of the functions available in the report builder that are 
necessary to understand, and then we'll jump into building your report. 


Report Types 


Report types allow you to define what objects and fields are available to you when 
creating a report. You can create report types based on a relationship with an object 

to arelated object. A good example of this type of relationship is accounts and their 
related opportunities. Your opportunities would be the primary object, and the account 
would be the related. Don’t worry, you don’t need to create report types to start using 
Salesforce reports because out of the box Salesforce has set up the standard objects for 
you. However, if you find a field missing on a report or you can’t find a custom object 
related to another, you'll want to continue reading. Or if the standard-use report types 


don’t work for your business, you can customize your own! 


Creating Report Types 


The process to create report types is as follows: 


1. Click the settings cog icon in the right corner of the browser, as 


shown in Figure 5-2. 





Figure 5-2. Navigating to the Setup menu 


2. Inthe Quick Find box, search for report types (do not press Enter) 
and select the yellow highlighted phrase Report Types, as shown 
in Figure 5-3. 
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Q, report types 


Feature Settings 


A l $ 
Analyt c5 


Reports & Dashboards 
eo. Report Types 


Figure 5-3. Accessing the report types 





Tip Salesforce offers help on most of its administrative processes. If you are 
seeing "What is a Custom Report Type?" instead, feel free to read this content too 
and then click Continue. You can also click "Don't show me this page again" to 
disable this window in the future, as shown in Figure 5-4. 


Custom Report Types 


What is a Custom Repon Type? 


QOustorm reget bypes ale you to build a framework in thes report wizard, rom Which users can create and custemize reports. You build custo report Types off of the relalbonzhigis (master-deball and lookup) betvyeeen objects so that you cam 
* Choose which obects to display fo users Creating and Quoin, reports 
= Define ihe rebatas belasan obedie ciepleryed bo utat creating and cusdomirinsg repels 
* Sect which obpects' feds cn be used az columns in reports 


A o ME 
O 


Note that the veniiy of custom report bype-s in Pe report wizard it controlied by users access to Ine oteects in thie report type . 


[Doni akow ma this paga again 





(cenit rae 


Figure 5-4. Custom Report Types help page 


3. Click New Custom Report Type, as shown in Figure 5-5. 
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m SETLIP 


Report Types 


All Custom Report Types Hein forti Page @ 


Wh custom report hyped, you can enable users to create reports from the predefined obpects, object relatonétups, and Belds mal vou specify 


Mies | Al Custom Report Types vl L4 | Create ges Vies 





A B CD EF @ HIS KEL MH OPF ORE Tee akg Ye 


Này Guios Bagari Tipa 


Label t 


He peceida fo deagplay 


A B C D E F à H ! SB L M N O P OQ Kk &€ T U V wx Y Z Ohe M 





Figure 5-5. Creating a new custom report type 


4. Select the primary object from the drop-down field that your 
report should have, as shown in Figure 5-6. 


ir SETUP 


Report lypes 


New Custom Report Type Help for this Page @ 


| Step 1. Define the Custom Report Type Step 1 of 2 


Next Cancel 


Report Type Focus | = Required Information 
Specify what type of records (rows) will be the focus of reports generated by this report type. 
Example: F raporbng on "Contacts with Opportunites with Partners," salact "Contacts" as the primary obiecit 


Primary Object | Accounts 


ation 
Report Type Label [ Accounts, Opportunities and contact roles 
Report TypeName [Accounts Opportunities an: 


Note: Descripbon will be vizsble fo users who creale reports. 
Description | Accounts. Opportunities and contact roles 
| 


Store in Category ff Opportunities | 


ployment 


A report type with deployed status is available for use in the report wizard. While in development, report types are visible only to authorized administrators 


and their delegates 
Deployment Status - In Development 
J Deployed 


Figure 5-6. Creating a customer report type 





o Next | Cancel 
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Label your report type. This label will be displayed to your users 
when they are selecting the report type for the report builder. After 
you have finished your name, hit your Tab key, and Salesforce will 
automatically create the report type name. 


Type a description for the report type. This will be visible to users 
who use this report type. 


Select the category where this report type should be stored. 

For example, if the report type created was an opportunity and 
contact report, you should put it in the Opportunity folder. If the 
report type was a combination of multiple objects, you can choose 
to store it in one of those object’s folders. 


Select what status this report type should be in. Selecting the In 
Development radio button will hide this report type for all users 
except administrators or those with delegated permissions. 
Selecting the Deployed status will make this report type visible 
to all users who have access to the report builder. You can always 
come back and select the Deployed option when you have 
finished and tested your report type. 


Click Next. 


Select “Click to relate another object,’ as shown in Figure 5-7. 
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FOF SETUP 


Report Types 


New Custom Report Type Help for this Page o 


Accounts, Opportunities and contact roles1 


Step 2. Define Report Records Set Step 2 of 2 
Previous Save Cancel 


This report type will generate reports about Accounts. You may define which related records from other objects are returned in report results by choosing a 
relationship to another object. 
A 


"Y Accounts | 
Primary Object | 
(Click to relate another object) -6 


Previous Save Cancel 





Figure 5-7. Relating another object for your custom report type 


11. Click the Select Object drop-down to choose your related object 
for this report type, as shown in Figure 5-8. 
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ca Rep 
DETTA OR Pe 
Report lypes 


New Custom Report Type Help for this Fage @ | 
| 


Accounts, Opportunities and contact roles‘ 


Step 2. Define Report Records Set Step 2 of 2 


Previous | Save | Cancel 


This report type will generate reports about Accounts. You may define which related records from other objects are returmed in report results by choosing 2 
re'atonship to another object 


A Accounts 
Primary Object 


| =Select Ooect- 
A to B Relationship: 


Each "A" record must have at least one related "B^ record 
"A" records may or may not have related "B^ records. 





Previous | | Save | Cancel 





Figure 5-8. Relating another object to your customer report type 


Note Ifyou are not seeing the object you want to relate to this object, it means 
that there is no connection between these objects. To create a connection, you'll 
need to create a lookup field on the related object to the primary object. Before 
data will populate this report, that field on your records will have to be filled with a 
primary object record. Building custom objects and fields is simpler than you think. 
We don't cover how to do that in this book, but Salesforce offers great “trailheads” 
on this topic. Go to https: //trailhead.salesforce.conm to find your 
trailhead and further your education. 


12. In Figure 5-9, you'll have two choices shown under A to B 
Relationships. The option “each ‘A’ record must have at least one related 
'B' record" will only show B records where at least one A is related to 
it. For example, all contacts that are related to accounts will show, but 
if you have a contact that has no relation to an account, it won't show. 


(t 


The option "A" record may or may not have related to 'B' records" will 
show all B records whether or not they are related to your A record. 
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Then repe fpe aed Ne DEQUSTR ee Pub) eee ee LS RAT DON ee OR ee Te pT Cg a eee eT Dogeck 


Accounts 
Fresari Chpt 
Tr l = | ] 
À 





Figure 5-9. Choose the type of relationship the two objects have for this report type. 


13. Click “Click to relate another object” to select your next object. 


14. Click the Select Object drop-down to choose your next related 
object for this report type. 


15. Choose between the two radio buttons under A to B Relationships. 


16. Repeat steps 13 through 15 to relate more objects for this report if 
necessary. 


17. Click Save, as shown in Figure 5-10. 
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FOF SETUP 
Report Types 


New Custom Report Type Help for this Page Q 


Accounts, Opportunities and contact roles‘ 


Step 2. Define Report Records Set Step 2 of 2 


Previous| | Save | Cancel 


This report type will generate reports about Accounts. You may define which related records from other objects are returmed in report results by choosing 2 
relabonship to another object 


E. Accounts | 
WU Primary Object 


A to B Relationship: 
"Each "A" record must have at least one related "B" record 
“A” records may or may not have related "B^ records 


B to C Relationship: 
Each "B^ record must have at least one related "C* 
—"B" records may or may not have related "C* records 


(Chet to relate another object) 


Previous | Save Cancel 





Figure 5-10. Relating another object to your custom report type 


Note Ifyou add new fields to your objects after creating a custom report type, 
you'll have to add the new fields to the report type. You can do this by going to 
setup, clicking your report type name, and clicking Edit Layout under “Fields 
Available for reports." This is shown in Figure 5-11. 
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Figure 5-11. Adding new custom fields to your existing customer report types 


Report Formats 


Salesforce in Lightning Experience offers three report formats. Each format allows 
you to customize your report differently. Whether you are using Tabular format to 
generate a call list, Summary format to show data grouped horizontally, or Matrix 
format to summarize your data by both rows and columns, Salesforce has the proper 
format for you. You also have an additional report format, Joined reports, that you can 
use; however, you need to switch to Salesforce Classic to build and view these types of 
reports. Each report format has its strengths; let’s look into these a little further. 

Figure 5-12 shows where you can make this adjustment between report formats. 
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Report Type: Contacts & Accounts 
e Unsaved Report 


t Properties 


Filters Add * 
Show My contacts 


Date Field Crested Date 


Tò Act Bucket Field 
=&J Contact: General 
4 Contact Owner 
uj Contact Owner Alas 
a Cremed By Preview 
4 Crested Akas 
z Salutabon ' Account Name 
Last Modified By 
A Edge Communcaton 
Last Mocfec Alas T 
d Salutates eoge Communcaton 
a First Name M VP. Facit - rogers Gourington co Buringion Textiles Corp 
Las: Name Mr SVP. Adminsstraton and Financ 312) 506-1230 barr tmQorandhoteis com Grand Hotels & Resorts Lic 
à Tite a x 
Grand Hotels & Resorts Lic 
4 Cecanment 
D Bthcate 
ü Lead Source 
Au Assstant 
4 Asst Phone 
a Owner Role Dispiay 





^ - AJ 
4 Owner Role Name 


Figure 5-12. Switching report formats 


Tabular Report Formats 


The Tabular format reports are easily comparable to a flat file like a spreadsheet. This 
report format contains columns as the different data points and rows with your actual 
records. These reports are best used for creating a list of records like a call list or to list 
records with one grand total. This report format can’t be grouped, and you can’t display 
the information in a chart or use it in a dashboard component unless you use a row limit 
filter (see Figure 5-33). Most clients will use a Tabular report format to see a grand total 
of their sales with specific criteria set. For instance, if you want to run a quick report 

on all the sales your team generated for a quarter, you could use a tabular report. 

Figure 5-13 shows what a call list tabular report would look like. 
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CJ Cloud Creations Contact List 


CCOUNT OWNER ACCOUNT NAME 1 SALUTATION FIRST NAME AST NAME MOBILE EMAIL 

'Achelle Hoffan Burlington Textiles Corp of America | Mi lack apers : jrogers@ burlington com 
tachelle Hoffman Dickenson ple vi Andy Young (785) 265-5350 a youngi&dickenson.com 
achelle Hoffman Edge Communications 12) 757-9340 roseedge com 
'achelle Hoffman Edge Communications Mi 3ean orbes (512) fS7£-4561 sean@edge.com 
achelle Hoffman Express Logistics and Transport 41s Buy (503) 471-5451 b.levyihexpresslEt net 
'achelle Hoffman Express Logistics and Transport Vr Josh javis (503) 4214387 = | davis@express/&t.net 


'achalle Hoffman GenePoint ls Edna 650) Bo5/-/oG860 efrankgenepoint.com 


lachelle Hoffman Grand Hotels & Resorts Ltd *l im larr (312) 505-1230 barr timi&grandhotels.com 





"achelle Hoffman Grand Hotels & Resorts Ltd . John (312) 295-1563 bond john(9grandhotels.com 


Figure 5-13. Tabular report example 


Summary Report Format 


The Summary report format is the most widely used report format in Salesforce. This 
type of report format allows you to group and summarize your data for up to three 
levels. Within these groups, you can summarize on the column and obtain the subtotal 
for that particular grouping and at the end of your report the grand total. You can use 
formulas in this report to further define your report. You can use this type of report 
format to show how your sales users are stacked against each other by grouping on 
opportunity owner. You can also use this report to determine who in your company 
holds the highest record count by also grouping on users of that record. Or you can 
build a report to group the different type of contacts you have by title. This format 

can also be used and represented on a dashboard and in charts. When you leave 

your report ungrouped, it will display in a Tabular format. Figure 5-14 shows a report 
that clients would use to see how much new business is coming in versus how much 
business is coming from current clients. You can also see that it is grouped by the user 
to show how each user is stacking up against the other. 
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Py REPORT 
Cloud Creations Opps by Type and User 


AR AOI IRIT 
AMOUNT 
kir A 


OPPORTUNITY OWNER ACCOUNT NAME OPPORTUNITY NAME 


Sarr 


Rachelle Hoffman GenePoint GenePoint SLA 630,000.00 
(3 records) " = s: 
Grand Hotels & Resorts Lid Grand Hotels Generator [Installations 
United Oil & Gas Corp United Oil Standby Generators 
United Oil & Gas Corp United Oil SLA 
United Chl & Gas Corp United Oil Installations 
$855,000.00 


5855,000.00 


Rachelle Hoffman GenePoint GenePoint Standby Generator 585,000.00 


(2 records) 
Edge Communications Edge Emergency Generator $73,000.00 


Burlington Textiles Corp of America Burlington Textiles Weaving Plant Generator $235,000.00 

Grand Hotels & Resarts Ltd Grand Hotels Emergency Generators 5210.000.00 

United Oil & Gas Carp United Oil Refinery Generators 5915.000.00 

$1,520), 000.00 

Subtotal ELEC 


GRAND TOTAL $2.375,000.00 
(10 RECORDS) 





Figure 5-14. Summary report example 


Matrix Report Format 


The Matrix report format allows you to group your data by both columns and rows. This 
allows for a cross examination of your data. Just like the Summary report format, on the 
groups you create in the Matrix format you can see subtotals, record counts, and grand 
totals as well as see them by row or column, as shown in Figure 5-15. Use this type of 
report to show how well products perform over date ranges by grouping your columns 
by date and your rows by opportunity products. Or use this report to determine how 
well your users are performing over time. Use this report to compare your incoming 
case origin against your case reasons. This type of report can also be used in dashboard 
components as well as charts. Additionally, you can use formulas to further calculate 
your data. If your groupings or criteria display no results, this format report will be 


downgraded to Summary format. 
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E] Cloud Creations Opportunity Type 





Figure 5-15. Matrix report example 


Report Filters 


While in the report builder it will be necessary to understand the use of report filters 
that Salesforce has to offer. You can utilize up to five filter features to help customize 
your reports further. Filters allow you to get a closer look at your data and make it more 
specific for your reporting needs. 


Standard Filters 


Standard filters in the report builder of Salesforce will differ for some objects. Since 

the data you are collecting across accounts and contacts is different from that of 
opportunities or cases, you'll see these standard report filters change based on the report 
type. Let's take a look at each report type and their standard filters. 
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Accounts, Contacts, and Leads 


Accounts, contacts, and leads all share similar standard report filters. Like most things 
to learn in Salesforce, if you understand the components of one object, those sometimes 


will translate into other objects. For the accounts, contacts, and leads, you'll find they 
share similar attributes. 


e All accounts: This report filter allows you to choose if you see all 
accounts regardless of the owner, only contacts you own, only the 
accounts you own, or your team's accounts, as shown in Figure 5-16. 
If you have security set in place with role hierarchies or sharing rules, 


your users will only be able to see the accounts, contacts, and leads 
they are set up to see. 


Report Type: Contacts & Accounts 


Cloud Creations Contacts 


Save As Close ab Report Properties 








My accounts 


| | dt | nu Filters Add * 
Show Al accounts 
à hte Field My contacts 
to B felis io the np" 


fille My teams accounts 


-F Add Formula Al accounts 


-| j Bucket Fields 
ins A r1 " 





Figure 5-16. Account filter for ownership of records 


All leads: This report filter for leads is similar; you have the option 
to see the leads you own, your team's leads, and user-owned leads 


(compared to queue owned), queue-owned leads, and all leads, as 
shown in Figure 5-17. 
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Report Type: Leads 


Cloud Creations Leads by Source 


Save As Close a Report Properties 


Filters Add ¥* 








Drag and drop to add heids to the rep 


|. Ma z My teams ads 
=| 3 Formulas - To add fille User owned leads 
-JF Add Formula Queue owned leads 
=) C3 Bucket Fields Al leads 
CA Add Bucket Field 





Figure 5-17. Lead filter for the ownership of records 


e For the accounts, contacts, and leads, you can choose from any date field 
within that report type to filter from as well as use Salesforce smart dates. 
Smart dates allow you to choose dates that will update to the relative 
time every time you run your report. For instance, you can choose from 
the drop-down This Week or Current Calendar Year or use your own 
custom date range in the From and To fields, as shown in Figure 5-18. 


Report Type: Contacts £ Accounts 


F Cloud Creations Contacts 


Close | | [li Report Properties 


[Aula IF lol Filters Add * 
Show Al accounts * 
Date Field Created Date w| Range AN Time 
Al Time 
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ü Created By Next Fy 
T 
G Created Alas Title: - (2 Records) Current and Previous Fi 
à Last Modified By Drop a field here to create a grouping — Current and Previous 2 FY 
ü Last Modified Alas Siddartha Nedaerk — T Current and Next FY San Francisco 
4 Salutabon i Jake Liorrac 
dà First Name Title: CEO (1 Record) 


4 Last Name Arthur Current FO 
ü Tite y Current and Next FO 


Current and Previous FO 
Title: CFO (2 Records) Neat FO 


a Contact Owner Alas 


San Francisco 


T 
Fiscal Quarter 


à Department 
O Birthdate 





Figure 5-18. Smart date filters 
Note If these smart dates don’t work for your report, see “Field Filters" for more ideas. 
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Opportunities’ Standard Filter Fields 


Opportunities’ standard filter fields are unique to their report type, so let’s look at them. 


e Similar to accounts, contacts, and leads, opportunities have a 
standard report filter that allows you to choose all opportunities 
regardless of who owns them, your team’s opportunities, and your 
opportunities, as shown in Figure 5-19. If you have security set in 
place with role hierarchies or sharing rules, your users will only be 


able to see the opportunities they are set up to see. 


Report Type: Opportunities with Product: 


F. Cloud Creations Opportunity Type 


Save Ag Close uw Report Properties 


[Aula s mad Fitters Add * 
=- Show A opportunities v Opportunity Status Any " -"» | Probability A 
— ate Field MY opportunities Time Tw] From l 3| To 
aso : My team's opportunities 


j 3 Opportunity Information To add fite All opportunities 
CJ Last Stage Change Date 
i Slage 
# Stage Durabon 

















Figure 5-19. Opportunity ownership filter 


e The Opportunity Status filter allows you to see any opportunity 
whether it is closed, open or won, and all opportunities with any 


status, as shown in Figure 5-20. 


Report Type Opporturmibes with Products 
e Cloud Creations Opportunity Type 
@ Report Properties o Run Report 


Filters Add Y 


Show Al opportunites 


Date Field Close Date 


to occ “ees to nTen 


= <>) Opportunity Informaton 
= Last Stage Change Date 





Figure 5-20. Opportunity status filter 
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e Opportunity Probability allows you to filter based on the Probability 
field (which is associated with this stage). You can choose options 
such as greater than 90 percent to get a better picture of what is in 
your pipeline that will most likely close, as shown in Figure 5-21. 


| Report Ty pe: Opportuncbe & wiih Products 
E Cloud Creations Opportunity Type 


Close d Report Properties [ee 


laniali#lol Fillers Add * 








Show Al opportunities T Opportunity Status ‘Closed Wen 3 | Probability AJ 
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k Add 


=) c3 Bucket Fields 
| — SA Add Bucket Field 
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à Created By Preview Matrix Format * Show * Remove Al Columns 
a Created Alas 
à Last Modahed By 
7 Crop a field here to 
à Last Modified Alias creabe a column grouping 


Close Dale January 2017 Febr ^U 2017 Apii 2017 eic se 


d Opportunity Hame Type Drop a field here to Drop summarizable fields into the matrix 
cel à how groupi «705 > YA AA z 

a Type Existing Customer - Upgrade = dri Y Sum of Total Price 6240 000 DO zgi M00 00 — &2/0.000.0Q $1,855,000.00 
à Lead Source Record Count 3 x 60% 1 3 " 
a Primary Partner Total Price 550,000.00 

f R t 1 
8 Amount ecord Coun 

Total Price $950 000.00 





Figure 5-21. Opportunity Probability filter 


e ‘The opportunity Date Field filter works just like the one for accounts, 
contacts, and leads. You can choose from any date field within that 
report type to filter from as well as use Salesforce smart dates. Smart 
dates allow you to choose dates that will update to the relative time 
every time you run your report. For instance, you can choose from 
the drop-down This Week or Current Calendar Year or use your own 
custom date range in the From and To fields, as shown in Figure 5-22. 
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Report Type Opportunities with Products 
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Figure 5-22. Opportunity smart date filters 


Case Filters 


Case filters have some similarities to other objects standard filters and some that are 
unique to this report type. 


e The Show filter on cases allows you to see all your cases, all cases 
regardless of who owns them, user-owned cases (opposed to queue 
owned), queue-owned cases, your case team's cases, or role-based 
team's cases, as shown in Figure 5-23. If you have security set in place 
with role hierarchies or sharing rules, your users will only be able to 
see the cases they are set up to see. 
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Report Type: Cases 


F Cloud Creations Cases by Reason&Origin 


e Save As Close a Report Properties 
































[an[a | & [c] ters Add * 
W Alcases -* Units Hours 
eid My cases 
All cases 
8 User owned cases 
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=) 3 Bucket Fields My case team's cases 
& o Add Bucket Field 
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Time ¥ 
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Figure 5-23. Case ownership filter 


e ‘The Units filter allows you to display the age of how long your case 
has been open in minutes, hours, or days, as shown in Figure 5-24. 
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Figure 5-24. Case units filter 


e ‘The case Date Field filter works just like the one for accounts, 


af Grand Holes L Reports Lid 


Ued OMA Gas Corp 





a Express Logatics and Transpo 


contacts, leads, and opportunities. You can choose from any date 


field within that report type to filter from as well use Salesforce smart 


dates, as shown in Figure 5-25. Smart dates allow you to choose 


dates that will update to the relative time every time you run your 


report. For instance, you can choose from the drop-down This Week 


or Current Calendar Year or use your own custom date range in the 
From and To fields. 
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Figure 5-25. 
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Case smart date filter 


Campaigns have only one option for standard filtering. 


wv Grand Holes & Facts Lid 


United Ol & Gas Corp 


a Express Logstes and Transport 


e The Show filter allows you to filter by a specific campaign and 


provides a lookup field to find it, as shown in Figure 5-26. It also 


allows you to see all of your active campaigns, campaigns you 


own, all active campaigns regardless of who owns them, and all 
campaigns. 
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Figure 5-26. 
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Field Filters 


Field filters in the report builder allow you to drag and drop any field found within 

that report type and filter your data using operators and values. This field filtering will 

be important for you to understand because you'll see this same feature used widely 
throughout Salesforce. You can find this in list views, workflow rules, process builders, 
and the Apex language. Some of the operators you'll want to familiarize yourself with are 
as follows: equals, not equal to, less than, greater than, less or equal, greater or equal, 
contains, does not contain, and starts with. Here is also where you can customize smart 
dates further if the standard smart date filters don't work for you. Drag and drop the date 
field of your choice into the filter field section, set the operator to "equals, and use a 
phrase like Next N Days (replace "N" with your desired number) or Last N Months. 


1. Take your field from the left-side Fields section and drag it to the 


filters section, as shown in Figure 5-27. 
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Save As Close a Report Properties — Ee] Run Report 
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Figure 5-27. Dragging and dropping a field onto the field filter section 
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2. Choose the operator appropriate for your filter, as shown in 
Figure 5-28. 


E Report Type: Opportunities with Products 
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Figure 5-28. Selecting an operator for your field filter 


3. Ifthe field filter chosen is a picklist field, you can click the lookup 
icon. If the field is another data type, you can enter the value 
necessary. 


4. For picklist fields only, you'll check the values that your filter 
should include. 


5. For picklist fields only, click Insert Selected to add these values to 
your filter, as shown in Figure 5-29. 
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Figure 5-29. Selecting the field value of a picklist field 


6. Click OK to finalize your field filter, as shown in Figure 5-30. 
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Figure 5-30. Completing your field filter 
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Note Notice the Locked check box next to the OK button in Figure 5-30. This 
check box, if selected, allows you to lock the filter on your report so it can't be 
changed unless the user has the permission to modify reports. Figure 5-31 shows 
how it is locked. 


[] Cloud Creations Opps by Type 


OPPORTUNITY OWNER 


jo  Bachelio Hoffman 





Figure 5-31. Locked field filters 


Filter Logic 


After you have set up at least one field filter, filter logic will allow you to apply “and,” 
“or, or “not” statements on how the fields are evaluated. You can create a complex 
statement of as many field filters that are necessary for your report. If you use filter 
logic, you do have to include all your field filters in the statement. You can use 
parentheses to group logic together to further define your report. The default filter 
logic places AND into the logic, meaning “1 AND 2 AND 3,’ and so on. This tells the 
report to only include records that meet all three of the criteria that you've set up 


(or however many you've set up) into the report. 


1. Click the Add button next to Filters and choose Filter Logic. 
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2. Create your statement. You'll use the number next to the field 
filter to define what field filter needs to be placed with an "and" 
or "or" statement. The statements that you'll use will look like "(1 
OR 2) AND 3 AND 4^ Another example would be “1 AND 2 AND 3 
AND 4 AND (5 OR6 OR 7)?” 


3. Click OK to complete your filter logic, as shown in Figure 5-32. 
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ive ave As Che 
Blaj 
thow g ee E Lj Panay PS Cpe Fee T 
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Figure 5-32. Changing the filter logic 


Note Every time you add a new field filter, you'll want to adjust your filter logic and 
ensure it is correct. 


Cross Filter 


Cross filters in Salesforce allow you to apply conditions on objects related to the current 
object you are reporting from. You can use cross filters by applying "with" or ^without" 
conditions on the related objects. After you use your cross filter, further define your field 
filter via that related cross filter. An example of this would be filtering all opportunities 
without follow-up activities. Or use the cross filter to set up filtering on opportunities 
without products to determine what opportunities still need to be completed. Another 
example of using cross filters would be to determine whether an account or contact has 
had any interaction with your sales team. You can set this up by creating an account or 
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contact report and adding the cross filter logic of “without” activities. This will give you a 
list of all the accounts or contacts that need to be reached out to or checked in on. To set 
this up, create at least one field filter and follow these steps: 


1. Click the Add button next to Filters and choose Cross Filter. 


2. Select the primary object that you want to use to relate other 
objects to. 


3. Define whether you want to see these related objects with the 
word “with” or choose “without.” 


4. Select the related object you would like to see or not see. 


5. Click the Add Related Object filter, select the operator along with 
the value, and click OK, as shown in Figure 5-33. 
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Figure 5-33. Setting up a cross filter 


Row Limit 


Row limit filters are used with Tabular reports and allow you to display your report in 
a table or chart on a dashboard if you limit the number of rows it returns and sort by a 
field. To create this, follow these steps: 


1. Click the Add button and choose Row Limit, as shown in 
Figure 5-34. 
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Report Type: Contacts & Accounts 
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Figure 5-34. Setting up the row limit 


2. Define the row limit. 


3. Choose to sort by a particular field and whether it is ascending or 
descending and click OK. 


Using the Report Builder 


Creating reports in Salesforce allows you to analyze the data you and your user are 
collecting. Perhaps the best thing about being a newcomer to the reports in Salesforce 
is that you can’t break or ruin your data. All you are doing with reports is displaying 
the data you currently have in a more readable format, instead of in individual records. 
Don’t be afraid to jump right in and start clicking away! 


Creating a Leads Report 


You can use lead reports to see some or all key information about your leads. You can see 
how many leads you have, what lead source is working from your marketing team, the 
number of leads that are being handled by a user versus the ones that are in a queue, and 
so much more! One of the many business problems that can be resolved with generating 
lead reports is considering which lead source is working compared to ones that are not. 
You can build a report on converted leads and group the report by the lead source, as 
shown in Figure 5-35. 
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E Leads Converted and Lead Source 


LEAD SOURCE 1 





Figure 5-35. Leads report example 


To create a lead report, follow these steps: 


1. Navigate to the Reports tab and click Reports, as shown in 
Figure 5-36. 


Quarterly Performance Wee 
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Today's Events 





Figure 5-36. Navigating to the Reports tab 


2. Click New Report, as shown in Figure 5-37. 
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Recent 


3 TIS 


Leads Converted and Lea Public Reports Rachelle Hoffman 


Leads grouped by Status Publié Reports Rachelle Hoffman 
Cloud Creations Opps y Pumie Reports Rachele Hoffman 
Cloud Creations Opps by Private Reports Rachelle Hoffman 


Cloud Creations Contact Prryate Reports Rachelle Hoffman 





Figure 5-37. Click the New Report button to start a new report 


3. Inthe Quick Find, type Leads or click Leads and click Create, as 
shown in Figure 5-38. 
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Figure 5-38. Finding the report type to use 
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4. Click and hold the name of the field you would like to move into 
your reports and drag it to the column where you would like it to 
be placed. Continue to drag and drop as many fields as necessary 
for the report. Once finished, click Save, as shown in Figure 5-39. 
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Figure 5-39. Dragging and dropping a new field into your report 


5. Name your report and press your Tab key for Salesforce to 
automatically enter a value in the Report Unique Name field. 


6. Enter a description that will be displayed to users. 
7. Selectthe report folder where your report should be stored. 


8. Click Save, as shown in Figure 5-40. 
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Figure 5-40. Saving your report 


9. Click Run Report to see the results of your data, as shown in 
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Figure 5-41. 
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Figure 5-41. Running your report to see your results 
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Creating Contacts and Accounts Report 


You can create a contacts and accounts report to display all your contact details. Use this 
report for a call list, mail merges, viewing newly created contacts and accounts, or any 
other business needs. Business-to-business (B2B) organizations can benefit from the 

use of account reports if they want to determine the types of industries they work with. 
You can generate a report that shows you how many businesses you are engaging with in 
each industry. This would help you to determine where you should focus your marketing 
efforts. You can see what this report would look like in Figure 5-42. 





Figure 5-42. Accounts and contacts report example 


To create a contacts and accounts report: 


1. Navigate to the Reports tab and click Reports; once you see your 
report folders, click New Reports in the right corner. 


2. Inthe Quick Find area, type Contact. Or, click Accounts, click 
Contacts & Accounts, and click Create, as shown in Figure 5-43. 


201 


www .allitebooks.com 


CHAPTER 5 LIGHTNING REPORTS AND DASHBOARDS 


Home Chatter leads v Accounts Reports wv Dashboards VW 


e Create New Report 


Select Report Types to Hide 


Select Report Type 


— Preview 


Contact Report 
= —3 Accounts & Contacts 


Ac n Account Neme Contact Nome Title Phone 
e & Accounts Gene Port Edna Frark VP Technology (212) 555-1234 
Accounts with Partners Genwatt, inc Stele Paviove VP Operations (415) $55-9626 
Account with Account Teams Gerrwatt, Inc Lauren Boyle ceo (310) 555.5678 
Accounts with Contact Roles 
Accounts wih Assets 
Contacts wih Assets 
Account History 
Contact History 
D&B Company with and without Accounts 

HLJ Opportunities 

* | Customer Support Reports 

+) Leads 

+) | Campaigns 

+) | Activities 


= 00 Cnm ste set riar 


Cancel Create 





Figure 5-43. Selecting the report type for your report 


3. Clickand hold the name of the field you want to move into your 
reports and drag it to the column where you would like it to be 
placed. Continue to drag and drop as many fields as necessary for 
the report. Once finished, click Save, as shown in Figure 5-44. 
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Figure 5-44. Dragging and dropping a field into your report 
202 


CHAPTER 5 LIGHTNING REPORTS AND DASHBOARDS 


4. Name your report and click your Tab key for Salesforce to 
automatically enter a value in the Report Unique Name field. 


5. Enter a description that will be displayed to users. 
6. Select the report folder where your report should be stored. 


7. Click Save, as shown in Figure 5-45. 
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Figure 5-45. Saving your report 


8. Click Run Report to see the results of your data, as shown in 
Figure 5-46. 
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Figure 5-46. Running your report to see the results 
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Creating an Opportunity Report 


You can create an opportunity report and opportunity with products report to display 
the sales your company has generated. Use these report types to display what is in 

the pipeline, what has dropped out of the pipeline, and all sales that your team has 
successfully won. Most businesses will generate opportunity reports to help project 
what efforts may be needed in the future. For instance, project management companies 
need to project how many projects they have now and how many projects may be 
closing or starting in the future. Being able to project this is necessary to the operations 
of the business. Project management companies need to be able to project how many 
project managers or internal support are going to be needed in the upcoming months. 
To project this, a project management company will look at all sales with a 90 percent or 
higher opportunity probability. Figure 5-47 shows what this report would look like. 


o Opp Pipeline 


PROBABILITY (58) 





Figure 5-47. Opportunity report example 
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To create an opportunity report, follow these steps: 


1. Navigate to the Reports tab and click Reports; once you see your 
report folders, click New Reports in the right corner. 


2. Inthe Quick Find area, type Opportunity. Or, click Opportunity 
and click Create, as shown in Figure 5-48. 
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Figure 5-48. Selecting the report type for your report 


3. ClickShow and select Details, as shown in Figure 5-49. 
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Figure 5-49. Showing the details on a report 


4. Select the proper filters for your report to show the data desired, as 
shown in Figure 5-50. 
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Figure 5-50. Setting up the report field filters for your report 
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5. Click and hold the name of the field you would like to move into 
your reports and drag it to the column where you would like it to 
be placed. Continue to drag and drop as many fields as necessary 
for the report. Once finished, click Save, as shown in Figure 5-51. 


Race! Type Opparin meth Pohe 
Ld Unsaved Report 
@ Bepert Properties 
Fite: Addi 7 
ir AD nost 


Cute Fiii Cai Pasa 


er | 


"ELLE 
g Aeg: 


| Coponunty Dupthy 
(rans igana Coast Ppeti Jenio 
Edga É carga oc, w 
Jenne Cortes Cn 
gree Dapeng c 
gnid Menu ert rots 
CB Wim 


Eero Treat 


Figure 5-51. Dragging and dropping a field into your report 





6. Name your report and press your Tab key for Salesforce to 
automatically enter a value in the Report Unique Name field. 


7. Enter a description that will be displayed to users. 
8. Select the report folder where your report should be stored. 


9. Click Save, as shown in Figure 5-52. 
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Save Report Help for this Page @ x 





Report Name | Cloud Creations Opportunity & Products 





Report Unique Name | Cloud_Creations_Opportunity_ Products 





Report Description This report shows all open opportunities 
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Report Folder My Personal Custom Reports 
Hierarchy Level ; 





Figure 5-52. Saving your report 


10. Click Run Report to see the results of your data. 


Creating Tabular, Summary, and Matrix Reports 


Tabular reports are the default report selected when creating a new report. Once you 
have chosen your report type and are in the report builder, you can switch between all 
three report formats. If switching from the Summary or Matrix report format to Tabular, 
you'll want to take the fields you grouped and move them to a column; otherwise, 
you'll lose them and have to bring them back to the report once in Tabular format. 
When switching from a Matrix report to a Summary report, be aware that you may lose 
groupings here as well if you have set up four groupings on the Matrix report; Summary 
reports can handle only up to three groupings. Let's look at creating Tabular, Summary, 
and Matrix reports. 


1. Navigate to the Reports tab and click Reports; once you see your 
report folders, click New Reports in the right corner. 


2. Choose the report type of your choice and click Create, as shown 
in Figure 5-53. 
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Figure 5-53. Selecting the report type for your report 


3. In the Preview pane of the report builder, choose the drop-down 
that displays Tabular Format and switch to the report format of 
your choice, as shown in Figure 5-54. 
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Figure 5-54. Changing report formats 
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Building a Tabular Report 


Follow these steps: 


1. To build a Tabular report, there is no need to change the format 
drop-down. Just begin dragging and dropping your fields as 
needed for your report. Once finished, click Save, name your 
report, and click Run to see your results, as shown in Figure 5-55. 
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Figure 5-55. Dragging and dropping fields into your report 


2. Youcan also choose what field your Tabular report should sort 
by, by clicking that field. Notice that when you click the field, an 
arrow is added to that field facing up or down. This tells you if it 
is sorting this field in ascending or descending order, as shown 
in Figure 5-56. 
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Figure 5-56. Sorting by a field in your reports 


Note You can sort any report type like this. 


Building a Summary Report 


Follow these steps: 
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1. Once you are in the report builder, change the format to the 


Summary format, as shown in Figure 5-57. 
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Figure 5-57. Changing your report format to the Summary report format 
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2. Addgroupings to your report by dragging and dropping a field 


into the area "Drop a field here to create a grouping,’ as shown in 
Figure 5-58. 
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Figure 5-58. Dragging and dropping fields into the grouping section of the 


report 
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3. Once you have grouped your report with fields, you can further 
define how these fields are grouped for date data type fields. 
For instance, if you grouped by the Close Date field, you can 
change the grouping to group by Calendar Month, as shown in 
Figure 5-59. 
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Pyramid Emergency Generators Prospecteg 390.000.00 $100.000.00 f 
Close Date: 7/11/2017 (1 i 
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Figure 5-59. Defining how your report is grouped 


4. Continue building your report by dragging and dropping fields 
into places of your choice. Save and name the report and run! 
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Building a Matrix Format Report 


Follow these steps: 


1. Once you are in the report builder, change the Tabular Format 


drop-down to Matrix, as shown in Figure 5-60. 
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Figure 5-60. Switching your report format to a Matrix report format 


2. Notice for this report type you have two areas for grouping: at 
the columns level and at the row level. Drag and drop the field of 
your choice onto either of these grouping areas. You can add two 
groups on the column grouping level and on the row grouping 
level, as shown in Figure 5-61. 
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€ Unsaved Report l 


Mati Format * Show * Remove Al Coumans 
Cree à hed Neve te 
creste à Co^ m ^ gr ocp-^9 
Drop a heid here to 
create 3 re 


Cree bum 1394 Fess ^t De mata 
Ce GLE ng "and (aie 


Se 





Figure 5-61. Dragging and dropping the field into the grouping sections of the 
report 


3. Continue building your report by dragging and dropping fields 
where you'd like. Save and name the report and run! 


Summarizing Your Data 


You can use the summarize feature on the number, currency, or percent field data types 
in the report builder. The summarize feature allows you to sum the data in a row, find 
the average of data in a row, find the minimum of the data in a row, or find the maximum 
of the data in a row. Use this feature in an opportunity report to find the average age of 
an opportunity or case. Or use this feature to simply give you the sum of your amount 
fields on opportunities. When you use this feature in a summary or matrix report, it will 
summarize on all grouping levels and give you the grand total. 


1l. Once in your report builder, click the down-facing arrow next to 
the field you want to summarize, as shown in Figure 5-62. 
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Report Type: Opportunities with Products 
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Figure 5-62. Summarizing a field 


2. Choose to sum, find the average, find the max, or find the min and 
click Apply, as shown in Figure 5-63. 
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Figure 5-63. Choosing how you want to summarize a field 
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3. Don’t forget to save and run your report. 


Adding Formulas to Reports 


You can add formulas to your reports to calculate the currency, number, or percent fields 
from an object. The formula feature allows you to leverage your field formats, summarize 
field data, use basic operators, use complex functions, and use logic statements. 

The operators for formulas include addition, subtraction, multiplication, division, 
and exponentiation. The functions available include logical statements, mathematical 


statements, or Summary statements. 


1. Inthe left pane, drag Add Formula into the report and place it in a 
column position of your choice, as shown in Figure 5-64. 
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Figure 5-64. Adding a formula field to your report 


2. Name your formula. 
3. Add a description. 
4. Adjustthe format or decimal place if necessary. 


5. Choose what level to run this formula on. 


218 


CHAPTER 5 LIGHTNING REPORTS AND DASHBOARDS 


6. Create your formula using the operators or functions necessary. 


Note Formulas are for the advanced user. We will not be covering the various 
aspects of what formulas to use in this book. However, Salesforce offers free 
Support, and there are great forums that can offer help as well. 


7. Click Check Syntax for complex formulas to ensure there are no 


errors. 


8. Click OK to add the formula, as shown in Figure 5-65. 
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Figure 5-65. Creating a formula field on your report 


9. The formula field appears as a column on the report, as shown in 
Figure 5-66. 
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Figure 5-66. The formula field appears as a column in your report 


Exporting Reports 


You can export the data from any report you create in Salesforce to a spreadsheet. 
This allows you to take it into Excel for further analysis. Salesforce offers two types 

of exportable formats: the Excel format .x1s and the comma-delimited . csv. XLS is 
compatible with Excel and most spreadsheet software. CSV is compatible with a wider 


range of software programs and comes with limited formatting. 


1l. Open your desired report; in the right corner click the down- 
facing arrow next to the word Edit and select Export, as shown in 
Figure 5-67. 
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Figure 5-67. Exporting a report 


2. Choose the format that supports your company software and 
select Export, as shown in Figure 5-68. 


Excel Format .xls 





Figure 5-68. Selecting the export format and exporting the data 
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Creating Report Charts 


You can create report charts for your reports in Salesforce. Report charts allow you to 
see your data in a graphical format for easy and quick review of your data. Reports and 
report charts have a one-to-one ratio: only one chart can be used in one report. Should 
you want to see several variations of your report, you can clone your report or, better 
yet, put them in a dashboard (shown in Figure 5-79). Report charts can be used only in 
Summary or Matrix format reports. You can create horizontal and vertical bar charts, 
stacked horizontal and vertical bar charts, line charts, donut charts, funnel chart, and 
scatter charts. 


1. Goto your Reports tab and select the report of your choice, as 


shown in Figure 5-69. 





Figure 5-69. Retrieving a report 


2. Clickthe chart symbol next to the filter symbol, as shown in 
Figure 5-70. 
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Figure 5-70. Clicking the chart icon 


3. Based on your report and how your data is put together, Salesforce 
will display a recommended report. You can change this if needed; 
click the settings cog icon, as shown in Figure 5-71. 





Figure 5-71. Selecting the Setup icon for the chart 
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4. Change the Display As section to reflect the type of report chart 
you would like to see, as shown in Figure 5-72. 


g Opp Pipeline 





Figure 5-72. Choosing the type of chart 


5. Adjust the chart attributes within the chart editor; add a chart title, 
change the x-axis to another field, add items like a dimension or 
second axis, choose to show the values on the report chart or not, 
and choose if a legend should appear on the right or bottom of the 
chart, as shown in Figure 5-73. 
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g Cloud Creations Opps by Type and User 





Figure 5-73. Customizing your report chart attributes 


Note Some features are available only on specific report charts. 


After you have configured your report chart, don’t forget to save your work and see 
your results, as in Figure 5-74. 


ipl Faxsereis Toia Amaun 





Figure 5-74. Finishing result ofa report chart 
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Understanding Dashboards 


Dashboards are visual representations of the reports you have already created. 
Dashboards can represent multiple dashboard components (individual charts and 
sraphs). You can display one report in multiple dashboard components; you can’t 
display multiple reports into one dashboard component. For example, if you have one 
report that represents your sales by each user, you can display this one report in two 
dashboard components, such as a pie chart and bar chart. You can create horizontal and 
vertical bar charts, stacked horizontal and vertical bar charts, line charts, donut charts, 
funnel charts, metric charts, gauge charts, table charts, and scatter charts. 


Creating a Dashboard, Adding Dashboard Components, 
and Modifying Your Dashboard 


Follow these steps: 


1. Click your Dashboards tab and click New Dashboard, as shown in 
Figure 5-75. 





Figure 5-75. Creating a new dashboard 


2. Name your dashboard. 
3. Add a description. 


4. Choose whether your dashboard is a public or private dashboard. 
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5. Click Create, as shown in Figure 5-76. 


New Dashboard 


B Private Dashboards 





Figure 5-76. Naming and creating your dashboard 


6. Click Component in the upper-right corner to add a report you've 
already created to the dashboard, as shown in Figure 5-77. 





Figure 5-77. Adding a new report and chart component to your dashboard 


7. Search the report you want to add to the dashboard, as shown in 
Figure 5-78. 
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Add Component 





Figure 5-78. Finding the report for your dashboard component 


8. Choose the chart you want to display your data in and modify any 
attributes to better display your data. Once finished, click Add, as 
shown in Figure 5-79. 


Add Component 
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Figure 5-79. Creating the chart to go with your report on your dashboard 
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Note As you make changes to these attributes, watch the preview of the report 
to see how these changes affect the display. 


9. Click the dashboard report and drag the corners out to make 
your report bigger, or click the dashboard and move the report to 


another location on the dashboard, as shown in Figure 5-80. 





Figure 5-80. Modifying the size of your report and chart 


10. Continue steps 6 to 9 until you are satisfied with your dashboard. 


11. Click Save when you complete or to save your work, as shown in 
Figure 5-81. 
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Figure 5-81. Saving your dashboard 


Using Dynamic Dashboards 


Dynamic dashboards allow each user to see the data that they have access to based on 
their security and sharing settings. This allows you to create one dashboard that every 
user can have access to. After you have created your dashboard, you can access the 
properties and make this modification or use the other two accesses for users. You can 
set a dashboard to be viewed as Me, which allows dashboard readers to see data in the 
dashboard according to your access to the data. You can select the option “A specified 
user, which allows users to see data based on the selected user’s access. Lastly, you 
can use the “The logged in user,’ which allows users to see data based on their access. 
Additionally, you can prevent users from changing how the dashboard is viewed by 
deselecting "Allow Dashboard views to change this (dynamic dashboard)?” Businesses 
choose a dynamic dashboard over a nondynamic one when they are trying to prevent 
users from seeing data that they shouldn't. For instance, a business may have many 
sales users. With these sales users, there are many territories. If you don't want the 
salesperson responsible for California to see the sales data for New York, you could use 
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the option “The logged in user.’ (Granted, you must have set up your security to prevent 
this from happening, which is covered in Chapter 9.) If having the user’s data restricted 
is not an issue for your company, you can leave the settings as is. Let’s take a look at how 
you can modify this: 


1. Click the settings cog icon in the right corner of the dashboard, as 


shown in Figure 5-82. 





Figure 5-82. Creating a dynamic dashboard 


2. Select what view you would like to set the dashboard as. 


3. Select or deselect if the user should be able to change this. 
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4. Click Save, as shown in Figure 5-83. 


Properties 


* Name 
Cloud Creations Sales Dashboard 
Description 
This dashboard shows all pending, closed and other statistical information abou 


"Folder 


i Private 00005; 
View Dashboard As 
Me 
A specified user 


€ The logged in user 
Q Allow dashboard viewers to change this (dynamic dashboard) 





Figure 5-83. Selecting the view of the dashboard 


Summary 


One of the greatest benefits of having Salesforce as your client relationship management 
tool is the reports that can be generated from the data collected. Being able to calculate 
your return on investment (ROI) or how your sales team is doing will help you in 

the months and years of your business to come. The best thing about reports and 
dashboards is that you can't mess your data up using them. Don't be afraid to click 
around and play with them. You are only translating data; you can't mess it up! 
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Collaborating 


Salesforce offers many collaboration tools. One valuable collaboration tool offered is called 
Chatter. This tool and its capabilities can be found on a significant number of standard 
objects and all custom objects in Salesforce. It allows your users to communicate with each 
other via internal messaging. You can even allow your users to share files such as Word 

and PowerPoint files with each other and your customers using content deliveries. Do 

you need to share your Salesforce records with another Salesforce organization? You can 
use Lightning Connect and sync data to the other Salesforce organization. You can enable 
topics, which allow your users to interact on specific topics with each other. We can’t forget 
about the Salesforce mobile app, Salesforce, that allows your users to be on-the-go for 
iPhone and Android users. Figure 6-1 shows the Chatter object. 


i Comment (5 Share 


Jessica Lay 
Rachelle Hoffman Thanks for the tip! What else can I do v 


* Just Mow 





Figure 6-1. Chatter tool 
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Understanding Chatter 


Salesforce Chatter is an essential tool that can be used to help you collaborate internally 
with co-workers and externally with clients. You can use the Chatter feature post, which 
allows you to post messages to other users or post messages on a record itself about that 
record. Give your employees the ability to post a question that needs an answer to your 
management team. Or collect information from your employees via an anonymous poll. 
Chatter has a number of great built-in tools that can be used in various ways. Let’s look 


into some of these tools further. 


sidebar 


The sidebar on the Chatter tab gives you quick access to Chatter features (Figure 6-2). Use the 
What I Follow link to quickly see all Chatter posts corresponding to all the records that users 
follow in Salesforce (more on this feature in a bit). Use the To Me link to see any post that a 
user directed at you using the @ symbol or any post that was left on your profile from another 
user. Use Bookmarked to see any post you have bookmarked. The Company Highlights 
quick-access link uses Einstein’s artificial intelligence (AI) to bring you all the trending topics 
in your organization. The Streams quick-access link allows you to create quick-access links to 
records. Use this section to see all accounts, cases, contacts, and more that you follow. Recent 
Groups allows you to create and see the latest groups you have followed. 


Bookmarked 


Company Highlights 


CTA Ane 
5 ~ sy 


Accounts I follow 


! FAIT f : 
tH. F 
RECE : J 


Customer Questions 





Figure 6-2. Chatter sidebar 
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Following in Chatter 


Following is a powerful tool available in Salesforce. You can follow anything from 

people to groups to records. Following allows you to see all the relevant content and 
interactions that have happened to the record you choose to follow. Following in Chatter 
is comparable to following someone on Twitter. Want to see everything your training 
instructor is posting on Salesforce? Go to their profile and click the + Follow button. If 
you have a stream set up for that object, you can choose to add this record to the stream 
or to just use What I Follow. If you are viewing your Chatter feed, hover over the name 

of another user and use the Follow button here. Find the Follow button at the top of any 
record, as shown in Figure 6-3. Following brings the content and posts into your Chatter 


feed and allows you to interact right from your feed. 


3 sForce 





Figure 6-3. Following in Chatter 


Bookmarking a Post 


You can bookmark a post just like you would bookmark a web site. If you want to 

save this post for later use and have it appear in your Bookmarked quick-access list in 
Chatter, all you'll need to do is click the down-facing arrow to the right of the post and 
click Bookmark (Figure 6-4). Notice that a yellow triangle with a star appears next to the 
arrow. Remove the bookmark the same way except choose Remove Bookmark in the 


drop-down. 
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Top Posts w 


Rachelle Hoffman 
lh ag i] 


@Jessica Day Hi Welcome to Chatter! Use the '(b' symbol to direct a message to other Salesforce users! 


ida Like e Comment (à Share 


£3 Jessica Day 


@Rachelle Hoffman Thanks for the tip! What else can I do with Chatter? 


* lhago 


ED Write a comment 





Figure 6-4. Bookmarking a post 


Creating a Stream 


Streams allow you to create groupings of specific records that you may want to follow 
(Figure 6-5). Streams in Chatter are best used when you want to create a custom feed 
that groups records from various objects into one feed. For example, if you have a new 
marketing campaign and you want to create a feed that follows records affected by the 
marketing campaign, you can create a stream that shows you all the Chatter posts on 
these various objects. To create a new stream, click the plus sign found in your Chatter 
sidebar next to Streams. First, you will need to name the stream. Next, choose what 
objects and records you want to include in this stream by first choosing the object 

and then using the search bar to search a specific record. Streams allow you to see 
records from the following standard objects, plus all custom objects: Accounts, Cases, 
Contacts, Files, Groups, Leads, Opportunities, People, and Topics. If you are viewing a 
record and want to include the individual record to a stream, use the + Follow button 
and select the stream. 
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Figure 6-5. Creating a new stream 


Creating Groups 


Chatter user groups in Salesforce provide a central location for users within that group to 
collaborate (Figure 6-6). Most organizations will create groups for their departments. You 
can make a group public, private, or unlisted. Public group feeds are seen by customers 
or Chatter-free users (more on this feature in a bit). Private groups are member-only 
groups and require a user to request to join and get approved prior to interacting with 
the group. Unlisted groups provide more privacy than private. Unlisted groups don't 
allow users to request to join; itis by invitation only. Additionally, unlisted groups don't 
show up in list views, feeds, profiles, or anywhere unless you are a member of that group 
or have the permission to modify unlisted groups (even users with Modify All Data can't 
see these if they aren't members). To create a group, click the plus sign next to Groups 

on the Chatter sidebar. Next, you'll need to name the group. You can add a description 
for the group, add information about the group, choose who manages the group in the 
owner field, determine the access type (public, private, or unlisted), select if customers 
should be considered for joining the group, select Broadcast Only if you want the posts to 
only come from managers or owners of the group, and click the Save & Next button. On 


the next page, upload a group photo for your group. 
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Figure 6-6. Creating a Chatter group 


Chatter Feed 


Access your Chatter feed by navigating to the Chatter tab or by going to your profile 
found in the upper-right corner of the screen and clicking your name (Figure 6-7). 





Figure 6-7. Navigating to Chatter 
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Your Chatter feed contains all the items you follow, posts directed at you using the @ 
symbol, or posts that you have created. In your Chatter feed, you can control what you 


see by using the sidebar. 


Creating Posts on Your Feed 


To create a post, make sure you are on the Post tab of Chatter (Figure 6-8). You can start 
typing in the box provided and use any of the stylings it provides, such as the bolding, 
italicizing, underlying, strikethrough to your text, and bullet points or numbering. 

You can also add images, tag other groups or users, and attach files. Once your post is 
complete, click Share. Make a mistake on your post? Not a problem, use the downward- 
facing arrow (the same as the one used to bookmark) and click Edit or Delete. 


| can create a post and style it with bold fonts, italics, underlines. steiketereeugh: 
4. add bullet points, 


1. add numbers list 


« add an image, 


{CLOUD CREATIONS} 


» Tag people @[Tyson Jones] or direct a message at someone in particular or a group 


» lastly I can add attachments too! 





Figure 6-8. Creating a post on your feed 


After you have shared your post, watch other users like, comment, and share your 


post (Figure 6-9). 
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Fa Collaborat.. Y 


tis Like i Comment (7$ Share 2 comments * Seen by 2 


More comments lcf2 


€: Rachelle Hoffman x 


®Tyson Jones Does this all make sense? 
Like * June 21, 2017 at 4:57 PM 


€: Write a comment 


Figure 6-9. Other users commenting and liking your post 





Creating a Post on a Record's Feed 


First, you'll have to search for or find the record you want to write your post on. Next, 
you'll click the word Chatter that appears on the right when you are on the Related tab 
of that record. Once you have clicked Chatter, you can start typing in the box provided 
and use any of the stylings it provides, such as the bolding, italicizing, underlying, 
strikethrough to your text, or bullet point or numbering. You can also add images, 

tag other groups or users, and attach files, as shown in Figure 6-10. Once your post is 
complete, click Share. You can also use the Poll and Questions options (covered later in 
the chapter). 
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Chatter Groups v - - Cases ww Opportunities v More v 


Billing Address Industry Phone 
The Landmark & One Market, (415) 901-7000 
San Francisco, CA 94087 US 


RELATED DETAILS NEWS ACTIVITY CHATTER 


F3 We found no potential duplicates of this account. : Question 


Al , Pal iy " ^, n , , 4 ry 

Yo duplicate rules are activated. Activate duplicate rules to ident y MM entia 
i hirata 

duplicate 


Most Recent 


Contacts (2) Activity w 


Rachelle Hoffman 
Jake Llorrac í ns an co he Onis 
June ZZ 201 a OZ rV 
ie 
^a 
) 


O Tyson Jones Jake the Sales Manager just got 
promoted to VP. Don't you have a good relationship 
Siddartha Nedaerk with him? You should try reaching out and leverage 
Title this for an opportunity 
Ema 
Phone 


idp Like 


View All 





Opportunities (0) 


Figure 6-10. Creating a Chatter post on record 


Creating Topics in Your Post 


You can use hashtags just like on Twitter and Instagram to create trending topics in 
Salesforce. Just add the # symbol in front of any word (with no space) in comments or in 
posts. For example, use #learning (Figure 6-11). 





Figure 6-11. Using hashtags to create topics 
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Creating Chatter Polls 


Create Chatter polls on your feed or on a group feed with up to ten possible choices, 
as shown in Figure 6-12. Watch the other Chatter users vote on their choice. Salesforce 
will count the votes and display the results. The user voting will not see who voted for 
what choice and will not see the results of the Chatter poll until they submit their vote. 


Keeping reading to learn how to create a Chatter poll. 








Figure 6-12. Chatter poll 


To create a Chatter poll, follow these steps: 


1. Navigate to the Chatter object or create a poll from within a record 


by navigating to the Chatter tab. 
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2. Click the Poll tab found within the Chatter section of the record. 
Figure 6-13 shows how to access this from a record, and 
Figure 6-14 shows how to access this from the Chatter object. 


[3 sForce 


(415) 901-7000 
RELATED DETAILS NEWS ACTIVITY CHATTER 


B We found no potential duplicates of this account. 


s P - ^ 4 p 4 tns , 
NO DiiCate rules are activated. Activate duplicate rules to identify 


m Contacts (2) 


m Jake Llorrac 
Titii 


Email 


m Siddartha Nedaerk 


Emai 





Figure 6-13. Accessing a Chatter poll from a record 
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People v Accounts v Contacts 


Question 


Arked 


y Highlights 


Question 


Afi mt ws T. ive B , 
VV at Ww OU d y OU Ac to Goan! 


s I follow 


GROUPS 


er Questions 


+ Add new choice 


Top Posts w à Search this feed 





Figure 6-14. Accessing a Chatter poll from the Chatter object 


3. Enter the poll question you have in mind for your Chatter users. 
4. Enter the choices your Chatter users have for the poll. 
5. Ifyou need more choices, click the "Add new choice" link. 


6. Once finished with your choices, click Ask, as shown in 
Figure 6-15. 
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Accounts w Contacts 


Based on the following choices what would help you to understand Salesforce 
better? 


Walk-through videos 


Real life scenarios 


One-on-One trainings 


Add new choice 





Figure 6-15. Creating a Chatter poll 


7. Once you have posted your poll, you can click the “View results” 
link to see your results, as shown in Figure 6-16. 
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Top Posts w 


€: Rachelle Hoffman 


Based on the following choices what would help you to understand Salesforce better? 


View results 


Ts Like t5 Comment (^ Share 





Figure 6-16. Viewing the results of a Chatter poll 


Creating Chatter Questions 


You can use Chatter questions to ask questions that may be beneficial to other users or 
that other users may have the answer to, as shown in Figure 6-17. Make sure you are on 
the Question tab of your Chatter feed and post your question. Sit and wait for other users 
to answer your post. Once you have found the best answer, click the Select as Best link 
next to the Like link in the comment posted and watch it move to the top of your post 
under your question for other users to see. 


246 


CHAPTER6 COLLABORATING 


Tyson Jones asked a questio 


"PA eh 


Where is the best place to add my client social media links? 


© Best Answer 
Yes, you'll need to go to your “settings,” search "Social" and enable all the social media platforms you want to. Once 


this is complete go to your account, contact or lead and go to the “News” tab 


e » Rachelle Haffman 


id Like e ne (A Share 


E Tyson Jones 
(Rache le Hofman Any [deas 


- Select as Best * Bm ago 


e Rachelle Hoffman T 
Yes, you'll need to go to your “settings,” search “Social and enable all the social media platforms you want to . Once 


this I5 Complete gu tà FERLIT d ccount, contact or lead and go to the “News” tab 


o Selected as Best by Rachelle Hoffman 





Figure 6-17. Creating a Chatter question 


Chatter Notifications 


Chatter notifications can come in many forms. You can see immediately when someone 
directs a post at you by the bell icon in the upper-right corner of your browser, as shown 
in Figure 6-18. You can click the bell icon and see what the latest post to you is or what 
the comment left is. From here, you can click the “Mark all as read” link to clear your 
Notifications window, or you can click the comment itself to be taken to the post in 
Chatter. 





Figure 6-18. Receiving Chatter notifications 
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You can also choose to receive daily, weekly, and instantaneous email notifications. 
If you are a Salesforce mobile (iPhone or Android) user, you can enable notifications to 
be delivered to your mobile phone, as shown in Figure 6-19. 


Mark all as read 


Rachelle Hoffman mentioned you 
@Tyson Jones Does this all make sense? 


2 minutes ago e 


Rachelle Hoffman answered your question 

Yes, you'll need to go to your "settings," search "Social" and 
enable all the social media platforms you want to . Once this 
is complete go to your account, contact or lead and go to 
the "News" tab. 


30 minutes ago e 





Figure 6-19. Chatter notifications 


Enabling Chatter Email Notifications 


You can enable Chatter email notifications for all your users by following these steps: 


1. Go to settings cog icon in the upper-right corner and choose Setup 
from the drop-down, as shown in Figure 6-20. 
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Setup 


Developer Con; Setup | 





Figure 6-20. Navigating to the Setup menu 


2. Inthe Quick Find box, type Email Setting and click Email Settings 
found under Chatter, as shown in Figure 6-21. 


Q email set 


Feature Settings 


Chatter 


Email Settings 





Figure 6-21. Clicking Email Settings 


3. Selectthe email setting of your choice, as shown in Figure 6-22. 
e Allow Emails turns on Chatter email notifications for users. 


e Allow Email Replies turns on the ability for your users to reply 


from within their email to Chatter notifications. 


e Allow Posts via Email allows your users to post to groups using 
their email. 


e Allow Attachments via Email gives the ability for your users to use 
attachments in their replies and post from email. 
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e “Show Salesforce mobile app download badges” adds badges 
for downloading the Salesforce mobile app to all Chatter email 


notifications in your organization. 


Chatter Email Settings 


Allow users to receive Chatter emails, apply custom branding, and more 


General Settings 
Allow Emails 
Allow Email Replies 
Allow Posts via Email 
Allow Attachments via Email 


Show Salesforce1 mobile app download badges 





Figure 6-22. General email settings 


Note Badges in Salesforce are an internal Chatter recognition technique that 
users can earn and give. This helps with user adoption by allowing users to give 
recognition with a Thanks badge. The Thanks badge shows up on the user's profile 
for everyone to see. 


4. ClickSave. 


User's Configuration for Chatter Notifications 


The previous settings will allow your users to use Chatter. Now we'll cover how your 
users can choose to receive the Chatter notifications. 


1. Click your profile picture at the top-right corner of the web 
browser and click Settings, as shown in Figure 6-23. 
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View profile 
(=) Rachelle Hoffman 
na59.salesforce.com 


Settings Log Out 


OPTIONS 


Switch to Salesforce Classic @ 


Add Username 





Figure 6-23. Accessing your profile 


2. Inthe Quick Find area, type in Email Notifications and select 
Email Notifications under Chatter. 


3. Select the options that best fit your needs. 


e Inthe General section, you must select “Receive emails” to 


receive Chatter emails, as shown in Figure 6-24. 


Chatter Email Settings 


Chatter can email you when someone follows you, posts to your profile or groups, 
comments from your personal feed and groups 


Save Cancel 


General 


Receive emails 





Figure 6-24. Turning “Receive emails” on 
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252 


In the Personal section, for “Email me when Someone,’ we 


recommend the following be selected because your users can 


become overwhelmed by too many email notices if all of them are 


selected: 


Posts on my profile: This option will keep you up-to-date on 
any post that is made on your profile. 


Comments on a post on my profile: This option will notify you 


on any comment that was left on your post. 


Comments on an item I bookmarked: This will keep you 
current with any bookmark post so you know the latest. 


Mentions me in a post: This will let you know any time a user 
uses the @ symbol and directs a post to you or mentions you in 
a post. 


Mentions me in a comment: This will let you know any time 
a user uses the @ symbol and directs a comment or mentions 


you in acomment. 
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Follows 
Follows me 


Posts or Likes 
Posts on my profile 


Shares a post | made 


Likes a post or a comment | made 


Comments 
Comments on my posts 


Comments on a post on my profile 
Comments after me 
Comments on an item | bookmarked 


Comments on an tem | like 


Mentions, Messages, or Endorsements 
Mentons me in a post 


Mentions me in a comment 
Sends me a message 


Endorses me on a topic 





Figure 6-25. Configuring what Chatter email you receive 


4. Selectthe frequency of your personal digest. Your personal digest 
is a summary of the recent activity in Chatter that appears on your 
own feed. You can choose to receive this daily, weekly, or never, as 
shown in Figure 6-26. 





Figure 6-26. Selecting to receive emails daily, weekly, or never 
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5. Youcan also set how often you receive group Chatter notifications. 
We suggest that you select Limited for new groups; you can 
change your setting for each individual group should you want 
more frequency, as shown in Figure 6-27. 


Email on every post 
Daily digests 


Weekly digests 
Limited 





Figure 6-27. Selecting what to receive from Chatter 


6. You can select how often you receive group customer questions 
as well, as shown in Figure 6-28. We suggest Limited as well here. 
If you choose another option, you may get more emails than you 
want, which can cause more of a distraction than being helpful. 


Group Email on Each Post i Daily Digests i Weekly Digests i 


Customer Questons 





Figure 6-28. Selecting what customer questions to be notified from 


Feed Tracking 


Salesforce feed tracking with Chatter allows you to see changes made to records that 
are recorded in the Chatter feed. Enabling this option on an object allows a user to 
follow the changes made to that record in the Chatter feed. You can choose which 
object and what fields are tracked in the feed. You can track fields on the following 
objects: User, Group, custom and external standard objects, Account, Article Type, 
Asset, Campaign, Case, Contact, Contract, Dashboard, Event, Lead, Opportunity, 
Product, Report, Solution, and Task. 


Note Field-level security and sharing settings are used in the Chatter feed to 
determine what users can see in the feed as well. 
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Enabling and Customizing Feed Tracking 


Follow these steps: 


1. Click the settings cog icon in the upper-right corner of the browser 
and select Setup, as shown in Figure 6-29. 


C "f i " " | 
~O™ Setup 





Figure 6-29. Navigating to the Setup menu 


2. Inthe Quick Find area, type Feed Tracking and select Feed 
Tracking under Chatter, as shown in Figure 6-30. 





Feature Settings 


Chatter 


Feed Tracking 





Figure 6-30. Navigating to Feed Tracking 


3. On the left side, click an object you want to configure for feed 
tracking, as shown in Figure 6-31. 
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Help for this Page 


Feed Tracking 


Enable feed tracking for objects so users can follow records of that object type. Select fields to track so users can see feed updates when 
those felds are changed on records they follow 


Object 
Account 


Tracked 
2 Fields 


| Fields in accounts 


Asset 

Asset Relatonship 
Campaign 

Case 

Coaching 

Contact 

Content Document 
Contract 
Dashboard 

Event 

Feedback Request 
Goal 

Group 

Lead 

Metne 

Opportunity 

Order 

Order Product 
Performance Cycle 
Product 

Report 

Ste 

Solution 

Task 

Topic 

User 


Save | Cancel 
You can select up to 20 fields 
Account Name 
Account Owner 
Account Source 
Annual Revenue 
Clean Status 
D&B Company 
Data.com Key 
Employees 
Industry 
Description 
Ownership 
Phone 
SIC Code 
SLA 
SLA Senal Number 
Ticker Symbol 
Type 


Website 


Y| Enable Feed Tracking 


You can also display feed activity for related objects. 


Al Related Objects 





* Enable Feed Tracking 





Figure 6-31. Setting up feed tracking 


4. Atthe top, make sure to select Enable Feed Tracking. 


Restore Defaults 


Account Number 


Billing Address 
Customer Pnority 
D-U-N-S Number 

Description 

Fax 

NAICS Code 
Number of Locations 
Parent Account 
Rating 

SIC Description 
LA Expiration Date 
Shipping Address 
Trade style 

Upsell Opportunity 


lear Started 


Restore Defaults 








5. Select up to 20 fields to track per object. You don't need to select 


any fields here if you don't want to track changes to specific fields 


in Chatter. By selecting individual fields to track, this will capture 


the change that was made in Chatter. See Figure 6-32 for an 


example of feed tracking. 
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CHATTER 


Question 


Latest Posts «v . Search this feed 


€ Rachelle Hoffman updated this record 
Just Now 


Account Name 


sForce to sForce, LLC 


it Like 


€: Write a comment 


Figure 6-32. How feed tracking shows up in Chatter 





Note The more you select, the more cluttered your Chatter record feeds will 
become. Any field change on the field selection will add a new post to that record 
feed, pushing older posts lower. 


6. Once you have set up all the objects as desired, click the Save 
button. 
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Chatter Profiles 


Salesforce Chatter profiles allow your users to customize their Salesforce profile that 
is seen by other Salesforce users and the Chatter-free users (usually customers). They 
can add a profile picture, write an About Me section, add contact information, and add 
a header photo. The profile is another way your users can see their Chatter feeds, what 
groups they are part of, what files they've uploaded in posts, who they are following, and 
who is following them. They can even add a new post and comment on existing ones 
from their profiles. 

To access your profile, click your profile picture in the upper-right corner and click 


your name, as shown in Figure 6-33. 


Rachelle Hoffman 


na59.salesforce.com 


Settings Log Out 


OPTIONS 


Switch to Salesforce Classic @ 


Add Username 





Figure 6-33. Navigating to your profile 


Other users can access your profile by clicking your hyperlinked name found on 
records, in Chatter posts, or anywhere else they see your name hyperlinked, as shown in 
Figure 6-34. 
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Top Posts w Search this feed 


O sForce - Rachelle Hoffman 
19h ago 


@Tyson Jones Jake the Sales Manager just got promoted to VP Don't you have a good relationship with him? You should try 
reaching out and leverage this for an opportunity 





Figure 6-34. Accessing other users’ profiles 


Uploading Your Profile Picture 


To upload your profile picture, follow these steps: 


1. Once you have reached your profile, you can click the camera 
symbol and click Update Photo, as shown in Figure 6-35. 


Rachelle Hoffman 


View Photo 


N ome 


Update Photo 


Rachelle 





Figure 6-35. Uploading your profile picture 


Note Your photo must be stored on your computer. It has to be in JPEG, GIF, or 
PNG format, and the file size must be smaller than 16MB. 


2. Click the Upload Image button and choose the image from your 
computer location, as shown in Figure 6-36. 
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Update Photo 


You can upload a JPG, GIF or PNG file. Maximum file size is 16 MB. 
it, Upload Image 


Current Photo: 


Show my photo on publicly accessible pages 


— EN 


Figure 6-36. Uploading your profile picture from your computer 





3. Usethe slide bar to resize your photo. Select the check box "Show 
my photo on publicly accessible pages" if you want your photo 
disabled outside of Salesforce, as shown in Figure 6-37. 


4. Once complete, click Save. 
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Update Photo 


You can upload a JPG, GIF or PNG file. Maximum file size is 16 MB 


it, Upload Image 


Drag and resize to adjust thumbnail 





Figure 6-37. Modifying the size of your image 


Editing Your Profile 


To edit your profile, follow these steps: 


1. Goto your profile by clicking your profile picture found in the 
upper-right corner of your browser, as shown in Figure 6-38. 
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Rachelle Hoffman 


na59 salesforce.com 
Settings Log Out 
OPTIONS 


Switch to Salesforce Classic @ 


Add Username 





Figure 6-38. Editing your profile 


2. Click the word Edit found under your tabs on the right side of your 
browser, as shown in Figure 6-39. 


Edit User Detail 





Figure 6-39. Edit button 


3. Youcan edit any field here on the profile just like any field in 
Salesforce. Let others know who your manager is, add the title that 
you hold with your company, add a phone number and cell phone 
number, add your office location, and, of course, don’t forget to 
tell your other users a little bit about yourself in the About Me 
section, as shown in Figure 6-40. 


4. Once complete, click Save. 
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Rachelle 


" " hi rye 
rmipany amt 


Cloud Creations 


Bit (800) 951-7651 
rhoffman@cloudcreations.com 


130 Cook Ave 


Cloud Creations Inc. provides Salesforce implementation services, which include data import, integration, documentation 


reports, and training. Our clients range from small-and-medium sized businesses to large enterprises 





Figure 6-40. Editing your profile 


Updating Your Header Photo 


To update your header photo, follow these steps: 


1. Click the camera image in the right corner above the Edit button, 
click the "Select an image" button, find your image on your 
computer, and click Open, as shown in Figure 6-41. 
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Figure 6-41. Uploading your banner 


Note Your photo must be stored on your computer. It has to be in JPEG, GIF, or PNG 
format. For the best results, use a panoramic image that is at least 1280x300 pixels. 


2. Adjust your photo to fit the area provided. If you find that the 
photo won't work, click "Choose a different photo" to upload a 


new one, as shown in Figure 6 


Update Banner Photo 








Figure 6-42. Modifying the size of your banner 
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3. Click Save when complete. 


After your user completes their profile, it should like Figure 6-43. 


Chatter Groups v People v Accounts v Contacts v Cases v Opportunities v Leads vw More v 


Rachelle Hoffman 
Chief Tecnnology Officer 


Name 


E3 Groups (1) 


Customer Questions 


Rachelle Hoffman 
tle {C} 


Chief Technology Officer Cloud Creations 


Ema Prone 
rhoflman@cloudcreations.com (800) 951-7651 rn Files (2) 
Address Coli 
Collaborating 
130 Cook Ave 213-479-4550 Jun 21. 2017 - 12XB - doo 
Pasadena, CA 91107 US 
Cloud logo 
About Me — jun 21, 2017 - 8KB - png 


Cloud Creations Inc. provides Salesforce implementation services, which include data import, integration 
documentation, reports, and training Our clients range from small-and-medium sized businesses to large 
enterprises 


mD Followers (0) 


£3 Following (0) 





Figure 6-43. Complete user profile 
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Salesforce Mobile App for iPhone and Android Users 


Salesforce, the mobile app for iPhone and Android users, is included in every Salesforce 
license and, for the most part, can be downloaded and used immediately, as shown in 
Figure 6-44. Users can download the app from the App Store or Google Play and start 
using it today! Salesforce can work out of the box because it uses metadata to see what 
you ve built and configured in the desktop environment. However, with that said, not 
everything you may have customized will be easy to use on the mobile app. Some of 

the changes you may need to configure are “quick action” items such as creating a task, 
logging a call, and creating a new lead or contact. Or you may need to configure compact 
layouts, which allow your user to see the most important detail of a record instead of the 
whole-page layout of fields. Lastly, the mobile navigation allows you to place actions and 
objects in a user-friendly order. Making sure that the Salesforce app is configured and 
available for your users will help your users’ productivity. If you have users who are on 
the road or meeting with clients outside of the office, Salesforce app provides access to 
the records that they would be working with if they were in office or on the phone. 
Giving your users access to the mobile app will help them to capture necessary 
information when they are away from their desks. Also, if your user is out of the office 
and needs to find a client’s number quickly or an address, they can use the mobile app 
to do that. 
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Search this feed 
What I Follow v 


E) sForce — Rachelle Hoffman 


@Tyson Jones Jake the Sales Manager 
just got promoted to VP. Don't you have 


a good relationship with him? You 


should try reaching out and leverage 
this for an opportunity. 


ids Like @ Comment 


O Rachelle Hoffman 
June 21, 2017 at 2:13 PM 


I can create a nost and stvle it with bold 


O O O OQ 





Figure 6-44. Salesforce mobile app 


Quick-Start Guide to Setting Up the Mobile App 


Salesforce offers a quick-start guide to setting up the mobile app. 


1. Click the settings cog icon in the upper-right corner of the browser 


and click Setup. 


2. Inthe Quick Find box, type in Salesforce Mobile and select the 
option Salesforce mobile Quick Start, as shown in Figure 6-45. 
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Quick Start Wizard 


Complete the essential setup tasks in 
only a few minutes. 


Launch Quick Start Wizard 


Figure 6-45. Launching the quick-start wizard for Salesforce mobile configuration 





3. Click the button Launch Quick Start Wizard. 


4. Click the Let’s Get Started button, as shown in Figure 6-46. 


About the Quick Start Wizard 


This wizard walks you through the basic setup of the Salesforce1 mobile app 
Later, you can go to the Salesforce’ Setup page to explore other configuration 
and customization options 


Customize the Navigation Menu 


In the first step you'll choose and arrange the items you want to appear in the 
navigation menu 


Let's Get Started 





Figure 6-46. Getting started with the quick start 


5. You can remove or reorder items found on this navigation menu 
by clicking it and using the arrows in the middle or by dragging 
and dropping them into a new place, as shown in Figure 6-47. 
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Available Items Navigation Menu 


| 6Approvals Smart Search Items 


= Paused Flow Chatter 
Interviews 
Today 
Balers Lo 
Tasks 


People 


Groups 





Figure 6-47. Modifying the navigation menu 


6. Once you are done with your navigation menu, click Save & Next 


at the lower-right corner of your screen. 


7. Click the Arrange Global Actions button, as shown in Figure 6-48. 


About Global Actions 


Global actions give users quick access to Salesforce functions. Note that how 


actions appear may vary based on your version of Salesforce1 


Arrange Global Actions 


in this Step y ou'll choose and arrange global actions 


Arrange Global Actions 


Figure 6-48. Arranging the global actions 





8. Move actions that are necessary into the Selected Global Actions 
area and move ones that aren't needed into the Available Items 
using the arrows provided between these two areas. Reorder what 
actions appear first by dragging and dropping them into place, as 
shown in Figure 6-49. 
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Available Items Selected Global Actions 


= 
= | 


New 





ontact 





Figure 6-49. Modifying the order of your actions 


9. Click Save & Next when you are complete. 


10. Clickthe Create Compact Layout button, as shown in Figure 6-50. 


About Compact Layouts 


Compact layouts show a record's key fields, such as a contact's name, email, and 
phone, in the highlights area at the top of the record detail. 


Create a Compact Layout 


In this step we'll create a custom compact layout for contacts. Later, after you've 
finished this wizard, you can create compact layouts for other objects as needed. 


Create Compact Layout 





Figure 6-50. Configuring the contact compact layout 


Note Through the quick start, you can only create a compact layout for contact 
records. We'll go over how to make compact layouts for other objects on the next 


page. 
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Move fields into the Compact Layout for Contacts area that 

you want displayed in your mobile app and move fields to the 
Available Fields section that you don’t want to include. Reorder 
the arrangement of the fields by dragging and dropping them into 
place, as shown in Figure 6-51. 





Label: | Quick Start Layout 








Available Fields Compact Layout for Contacts 


Assistant 


Data.com Key Mobile 


1 J 
| 
i4 
ESI be 
alat i.n Tia 





Figure 6-51. Modifying the order of the fields for your contact compact layout 


12; 


13. 


Click Save & Next when you are complete. 


In step 4 you can review what you have arranged in this quick 
start by clicking Navigation Menu, Global Actions, and Contact 
Compact Layout to see what you created. Do you see that a 
change needs to be made? Click the Edit button to be taken to that 
edit screen and make the change, as shown in Figure 6-52. 
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they use yoursel as the logged-in user. 


NAVIGATION MENU 


GLOBAL ACTIONS | Aee 


CONTACT COMPACT LAYOUT 


Contacts 





Opportunities 





Figure 6-52. Reviewing what you've set up 


14. Click Next when you are complete. 


15. Ifyou are ready to invite your users, type in the names in the To 
field and customize your subject and message. Click Send, as 
shown in Figure 6-53. 


16. Click Next when complete and Finish. 


Step 5: Send Invitations 
Congratulations! You've finished with the basic setup of Salesforce. Want to get feedback on what you've done so far? Invite some of 
your users to give the app a try 


Send ta all users 


id c eter aue 
AQU dila siDrce U 


So Se a án 








Subject 


Your invitation Tor the alestorce1 moo 


Compose/Edit Message 





Figure 6-53. Inviting users to download the Salesforce mobile app 
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Creating Compact Layouts 


In step 10 previously, we mentioned that you can create compact layouts for other 
objects as well. Here’s how: 


1. Click the settings cog icon in the upper-right corner of the browser 


and click Setup. 


2. Select the Object Manager tab found at the top next to the 
home tab. 


3. Select the object that you want to configure a compact layout 
for and click the hyperlink name of that object, as shown in 
Figure 6-54. 


Campaign Member 


"5. t. 





Figure 6-54. Navigating to the compact layout for an object 


4. Ontheleft side, you'll see various options and actions that can 
be made within this object. Select Compact Layouts, as shown in 
Figure 6-55. 
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Home Obiect Manager V 





Details 


Compact Layouts 
Jb$oct Limits 
Record Typos 


related Li LUE 





Figure 6-55. Selecting compact layouts 


5. Create anew compact layout by clicking New, as shown in 
Figure 6-56. 


Compact Layouts 


! Tee — (792 7 » " 
+ ims, oO tec D , -aoe 


LABEL à API NAME PRIMARY MODIFIED By LAST MODIFIED 





System Default SYSTEM v 


Figure 6-56. Clicking the New button 
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6. Create a label for your compact layout and hit your Tab key to 
automatically create the name. Move the field from the Available 
Fields area to the Selected Fields area using the arrows in 
between. Move the order in which a user sees the details up and 
down by using the arrows next to Selected Fields, as shown in 
Figure 6-57. 


Account Compact Layouts Help for this Page (7) 


ew Compact Layout 


ompact layouts are used in Salesforce1 and some Chatter feed items to display a record's key fields at a glance. You can select and prioritize 
p to ten fields for the compact layout, but the number of fields that display may vary based on the device's screen, which record page is being 
iewed, and the permissions of the user 


Compact Layout Edit Save | Cancel 


Enter Compact Layout Information | = Required Information 


Label | Account Mobile 
Name Account Mobile 


Select Compact Layout Fields 


Available Fields Selected Fields 


Account Number Account Name a 
Account Owner Account Site 
Account Source Billing Address 
Active Industry 

Annual Revenue —— Phone 

Clean Status —J |Rating 

Created By 

Customer Priority 

D&B Company 

Data.com Key 


Use SHIFT + click to select adjacent fields. Use CTRL + click to select an assortment of fields. 


Save Cancel 








Figure 6-57. Creating a compact layout 


7. Once complete, click Save. 


8. Clickthe Compact Layout Assignment button, as shown in 
Figure 6-58. 
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i Account Mobile 


« Back to Account Compact Layouts 


Compact Layout Detail Edit Clone Delete | | Compact Layout Assignment 


Label Account Mobile Object Name — Account 
API Name — Account Mobile 
Included Fields Account Name 
Account Site 
Biling Address 
Industry 
Phone 
Rating 


Created By Rachelle Hoffman, 8/22/2017 10:04 PM Modified By 


Edit Clone Delete’ | Compact Layout Assignment 





Figure 6-58. Complete compact layout 


9. Clickthe Edit Assignment button, as shown in Figure 6-59. 


Account Compact Layouts 
Compact Layout Assignment 
« Back to Account Compact Layouts 
Edit Assignment 


Primary Compact Layout 


The primary compact layout defines the fields that display when this object's records appear as list view items in Salesforce. 


Primary Compact System Default 
Layout 





Edit Assignment 


Figure 6-59. Edit Assignment button 


10. Select from the drop-down the compact layout you created, as 
shown in Figure 6-60. 


11. Click Save. 
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Account Compact Layouts 


Compact Layout Assignment 


Save | Cancel 
Primary Compact Layout 


Select the compact layout to use when this object's records appear as list tems in Salesforcel. 


:| System Default v 
System Default 
Account Mobile 





Figure 6-60. Selecting the compact layout 


Summary 


As you can see, there are many ways for your users to interact with each other and with 
external customers in Salesforce. Collaboration in a business is key to getting sales 
closed and or projects/tasks moving forward. With the use of Chatter and Salesforce 


mobile app, your users have all the tools available to work throughout their day. 
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Lightning Process Builder 


Lightning Process Builder is an extremely powerful business process automation tool 
that can solve a myriad of real-world business issues. Process Builder makes it easy 

to build logic in one place, with its enhanced point-and-click interface. With Process 
Builder, you can reduce or eliminate the need to build Apex code for simple processes. 
You can create automated logic to update related records, update fields, create a task, 
send an email, and much more. Click New to get started, as shown in Figure 7-1. 








T Setup + Home Object Manager V 


ocess Builder € Back To Setup ? Help 








FA My Processes 
à. 


D items 


Welcome to the Process Builder! It takes only a few clicks to: 
With the Process Builder you can easily Select your object 

automate everything from daily tasks, like 

approvals and follow-up emails, to more An opportunity, for example. 
complex processes, like order renewals 

and new-hire onboarding. Click "New" Define your criteria 


above to get started. 

Let's start this process when the 
opportunity's stage is Closed - Won and 
its amount is greater than $500,000. 


Learn More 


Using the Process Builder 
(documentation) Choose what to automate 


Process Builder Overview (video) 


Figure 7-1. Process Builder home page. Click New to get started. 
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Salesforce Workflow Rules vs. Process Builder 


Salesforce has multiple solutions to automate your business process, including workflow 
rules and Process Builder. 

Workflow rules are automated actions that take place when a record meets specified 
criteria and is saved. You can minimize the amount of manual data entry and processes 
by having a systematic process in place. 

Process Builder is supported in Salesforce Lightning and does everything a workflow 
rule can do and more (with the exception of outbound messages). A Process Builder 
action can start when a record is changed or when invoked by another process. Both 
automation types support time-based actions. 

If you have a simple single if/then statement, it is suggested that you use a workflow 
rule to automate your process. In other words, if you have criteria for automation 
that include simple logic, use a workflow rule. If there is a level of complexity to your 
automated requirement, Process Builder is best suited for this. Read the “Actions” 
section to learn more about what each action type does. 

Table 7-1 identifies the differences between workflow rules and the Process Builder tool. 


Table 7-1. Actions Available in Workflow Rules and Process Builder 


Action Workflow Rules Process Builder 
Create a task X X 

Update a field X X 

Email an alert X X 

Send an outbound message X 


Create a record 
Update a related record 
Use a quick action 


Send an email 


X XK XK X KX 


Launch a flow 
Post to the Chatter area 
Submit for approval 


Call an Apex method 
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Process Builder: Action Types 


Process Builder makes it easier to create automated actions because it is a visual 
designer, as shown in Figure 7-2. 


Action Type* 


Submit for Approval M 


Action Name* o 


t 


Object * 


Account 


Approval Process * 


Default approval process M 
Submitter* @ 
Current User M 


Submission Comments @ 





Figure 7-2. Submit for Approval action type 


The following are the actions that can be completed by a workflow rule or Process 
Builder: 


e  Callon an Apex class: Apex is a programming language used in 
Salesforce to develop complex processes. You can use Process 
Builder to call on an existing Apex class. 
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e Create a Record: Use this action to create a new record from any 
standard or custom object. Field values can be set to build the record 


appropriately. 


Tip Required fields are still active when a record is created via a process. Make 
sure all required fields are given a value in the Set Field Values section in order to 
successfully create a record. 


e Email Alerts: Select an existing email alert to automatically send an 


email to designated recipients. 
e Flows: Choose this action to launch an existing visual workflow. 


e Post to Chatter: Create a message and choose to update a user, 
Chatter group, or new Chatter post to the related record. 


Note Merge fields can be used to generate the Chatter post. 


e Processes: Use this action type to trigger another process. 


Note Only active processes can be started. 


e Quick action: Use this action type to start a quick action. Select 
"Global actions" to create a record or log a call. Select Object to 
define an action for the selected object. 


e Submit for Approval: Choose to activate the default approval process 
or specific approval process for the given record, as shown in 
Figure 7-2. Control who the submitter is by selecting the appropriate 
value: Current User, User Field from a Record, or Specific User. 


Submission comments can be entered. 


e Update records: Choose to update the existing record or a record 
related to the corresponding object (shown in Figure 7-3). 


282 


www .allitebooks.com 


CHAPTER 7 LIGHTNING PROCESS BUILDER 


Select a Record to Update 


select the Account record that started your process 


£e Select a record related to the Account 
Type to filter list... -* 


Figure 7-3. Selecting a record to update in Process Builder 


Time-Dependent Actions 


When a record meets the criteria, the action can be executed immediately or on a 
specified schedule. 

To control when the action is executed, add a time lapse to the process, as shown in 
Figure 7-4. Actions can be triggered to run before or after a specified date. 


Set Time for Actions to Execute 


o Days  * After +  Selectacdate.. v 


Days | from now. 


Figure 7-4. Setting the time for a time-dependent action 


Example 


As an example, let's create an automated action to send a "Happy Birthday" card to all 
active clients one day before birthdate. The Scheduled Actions option is available only 
when the first node of the process starts the process with "only when a record is created" 
or “when a record is created or edited" is selected and the Yes check box is selected in 
the criteria node in the Advanced section, as shown in Figure 7-5. 
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Define Criteria for this Action Group 


Criteria Mame* @ 
Criteria Test 
Criteria for Executing Actions * 
Q Conditions are met 
Formula evaluates to true 


No criteria-just execute the actions! 


Set Conditions 


Field * Operator * Type* Value* 
[Account].Na... Q Equals v String Y Test 
+ Add Row 





Conditions * 
o All of the conditions are met (AND) 
Any of the conditions are met (OR) 


Customize the logic 


w Advanced 


Do you want to execute the actions only when specified changes are made tothe record? @ 


X4 Yes 





Figure 7-5. Setting the criteria for an action group 


Creating a Process Using Process Builder 


Follow the steps in this section to create an automated business process. 

In this scenario, you will encounter a real-world business problem. Say sales users 
have to manually create a project record with the same details stored at the opportunity 
level. Rather than creating a new record and copying and pasting the details, it is 
beneficial for them to have the tool automatically create a new project record. At the 
same time, it’s beneficial to automatically pull the details stored in the opportunity 


record into the new project record. 
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Note In this use case, project records are records stored in a custom object titled 
Projects. 


For all opportunities that are set to Closed Won, you want to create a new project 
record and update the Project field Next Step to say Schedule Project Kickoff. 


Note This is a use case you can use while managing projects in Salesforce. These 
steps can also be tweaked to create the new policy records most commonly used with 
insurance companies. Those in the financial services industry also use this concept to 
create new financial accounts records when an opportunity closes. These are just a few 
examples. The opportunities to use automation in Salesforce are endless! 


Follow these steps to create this process: 


1. From Setup, select Process Automation in the Platform Tools 
section, as shown in Figure 7-6. 





T Setup v Home 


PLATFORM TOOLS 
Apps 


Feature Settings 


Objects and Fields fe 
Process Automation 


User Interface 


Figure 7-6. Process Automation in Setup 
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2. Next, select Process Builder to access the Process Builder 
home page. 


All active and inactive processes are listed on this page, as shown 


in Figure 7-7, along with the description of the process, the related 
object, the process type, the last modified date, the status, and the 
actions. 


&3 Process Builder €- Back To Setup 


? Help 





FA My Processes 
ag 


] items 





PROCESS 4 DESCRIPTION 


» Felicia Duarte Create Project Record 
Figure 7-7. Process Builder home page and list of processes 


3. Clickthe New button to start a new process. 


4. Type the process name and press Tab to generate the API name, as 
shown in Figure 7-8. 


New Pracess 


Description 


The process starts when" 


Select One ¥ 


Cancel 


Figure 7-8. Naming your process 


286 


www.allitebooks.com 








CHAPTER 7 LIGHTNING PROCESS BUILDER 


Note Itis not required but recommended to enter a description for each process. 
For organizations with numerous automation processes, it can be challenging to 
find the right process when there are no descriptions. 


5. Determine when the process should start. Your options include 
when “A record changes" and when "It's invoked by another process.’ 


Note You can break down more complex processes into simpler processes. 
These processes can be reused and invoked by another process, as mentioned 
earlier. 


With the current scenario, you will start the process when "A 
record changes.” Click Save, as shown in Figure 7-9. 


The process starts when * 


A record changes * 


Cancel 





Figure 7-9. Starting a process when a record changes 


6. When you first start your process, you must select the object it 
starts from. Select Add Object, as highlighted in Figure 7-10. 
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START 


+ Add Object 





ATE A TIME 
ATE ACT 5 5 ACI 5 
TRUE (MMEDIATE ACTION LAPSE CHEDULED (ON 


FALSE 


STOP 


Figure 7-10. Selecting an object in Process Builder 


7. Choose the object that the process should be evaluated from, as 
shown in Figure 7-11. In this example, you will select Opportunity. 


Choose Object and Specify When to Start the Process 


Object * 

Find an object v 
Start the process * 
© ont when a record is created 


when a record is created or edited 


» Advanced 


Figure 7-11. Choosing when to start a process 
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8. Select when the process should start, as shown in Figure 7-11. 


a. Select “only when a record is created" to only start the process 


for new records. 


b. Select ^when a record is created or edited" to start the process 
for new records and existing record that are edited upon 


saving. 


9. You can click Yes, as shown in Figure 7-12, to evaluate the record 


multiple times (up to five times) in one execution. 


wv Advanced 
Recursion - Allow process to evaluate a record multiple times in a single transaction? @ 


Yes 


Figure 7-12. Click Yes to allow the process to evaluate a record multiple times in a 
single transaction 


10. Confirm your specification and click 


11. Select the Add Criteria node shown in Figure 7-13 to set the 
criteria for this process. 
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START 


E 





TRUE 


FALSE 


STOP 


Figure 7-13. Adding a criteria node to a process 


12. Setthe criteria that the record should meet in order for the actions 
to be executed. 


In this example, you want to set the criteria for the process to start only when 
opportunity records have a stage marked as Closed Won. 


Setting the Criteria 


Follow these steps to set the criteria for a process: 


1. Name your criteria, as shown in Figure 7-14. 
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Criteria Name* @ 


Criteria for Executing Actions * 
© Conditions are met 
Formula evaluates to true 


No criteria-just execute the actions! 


Set Conditions 





Field * Operator * 


Find a field Q Equals 


+ Add Row 


Conditions * 
o All of the conditions are met (AND) 
Any ofthe conditions are met (OR) 


Customize the logic 


Figure 7-14. Steps to setting the criteria 


2. Findafield and choose the appropriate operator to set the criteria. 


3. Select the criteria for executing the action (shown in Figure 7-15). 
You can choose to execute the actions only when the criteria are 
met, when a formula evaluates to be true, or with no criteria; just 
evaluate the action for that object. In this example, select "No 


1” 


Criteria-just execute the actions!” to execute the action for all 


opportunity records. 
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Criteria Name* @ 


| All Opportunity Records | 


Criteria for Executing Actions * 


Conditions are met 
Formula evaluates to true 


© No criteria-just execute the actions! 


Figure 7-15. Setting the criteria for executing an action 


4. Setthe conditions. Use fields and operator values to set these 
conditions, as shown in Figure 7-16. 


Field * Operator * Type* Value* 


Find a field Q Equals = String 





+ Add Row 


Figure 7-16. Setting the conditions to invoke a process 


5. Once the criteria are all set, click Save. 


6. Choose what the action should be once this criterion is met. Click 
Add Action, as shown in Figure 7-17. 


T 


[MMEDISTE ACTIONS L 


+ Add Action 


Figure 7-17. Adding an immediate action to a process 
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7. Define the action type. 


8. In this scenario, you want to create a new project record. Click 
Create a Record. 


9. Name the action and choose what type of record should be 
created, as shown in Figure 7-18. 


Action Name* € 


Create a Project 
Record Type* 
Project v 
Figure 7-18. Naming the action and choosing the record type 


10. Set the field values for the new record, as shown in Figure 7-19, In 
our example, we set all the field values that we want to carry over 
into the new project record. 


Set Field Values 





Field * Type* Value * 
Next Steps v String v | Schedule Project KickofT | . 
+ Add Row 


Figure 7-19. Setting the field values when creating a new record 


Note All required fields must be entered when choosing this action. If a required 
field value is not entered, the record will not be created. 


11. Once you confirm that the criteria and actions are correct, 


click Save 
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12. To make this process active. Click Activate, as shown in 
Figure 7-20. 


“cand À otapoe A w An f» > « k opore 





Figure 7-20. Activating a process 


Note Only one version of the process can be active at a time. 


13. Itis best practice to test the process. Create a test record to test this 


new automated process. 


Summary 


In this chapter, we reviewed the high-level details of what Process Builder can do. You 
can automate a lot more than you can with just workflow rules. It’s important to know 
that there are countless ways you can build automation into your existing setup. Use this 
chapter as a guide as to what the practical capabilities are with Process Builder. 


294 


www.allitebooks.com 


CHAPTER 8 


Data Management 


Salesforce offers an array of data management tools. Lightning Salesforce offers a Data 
Import Wizard that allows you to update existing records or create new records (Figure 8-1). 
The Data Import Wizard allows imports, updates, and inserts to be performed using comma- 
separated value (CSV) files, Outlook CSV, ACT! CSV, and Gmail CSV. Salesforce not only 
supplies an importing tool but also provides tools to help you export your data into CSV files, 
mass transfer records from one owner to another based on the criteria of the record, and 
mass delete records based on the criteria of the record. Salesforce also provides data control 
tools that help you control the type of data your users are adding to the system. You can 
create duplication rules to prevent users from adding duplicate records. Data management 
is hugely important for organizations; in fact, your Salesforce organization is only as good as 
the data you collect with it. If the data is “dirty,’ your reports will be too. Having accurate and 
useful data will allow you to properly analyze your information. This in turn will allow you to 


better the user and client experience. 


Import your data in 3 easy steps! 


Launch the Data Import Wizard to import your data. 


[rj 


Pre-step: Prepare your Choose data to import Edit field mapping Review and start import 


data for import 
Launch Wizard! 


Figure 8-1. Importing can be easy! 
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Using the Data Import Wizard 


The Data Import Wizard that Salesforce has provided allows you to import new records 
and update existing records. All you need is a CSV file with column headers that match 
your existing Salesforce fields and your data in the rows of the spreadsheet (Figure 8-2). 


A B c D E 
Account Name Salutati * | First Nan = | Last Man = Title ha 


Dickenson ple 


| Edge Communications LL ou SVP, Procurement | 
620 SW Sth Avenue Suite 400 Portland, 
| Express Logistics and Transport Babara Levy SVP, Operations Oregon 37204 United States 


621 SW Sth Avenue Suite 400 Portland, 
Express Logistics and Transport Director, Warehouse Mgmt Oregon 97204 United States 


345 Shoreline Park Mountain View, CA 
GenePoint VP, Technolog 54043 USA 


2335 N. Michigan Avenue, Suite 1500 
Grand Hotels & Resorts Ltd Tim SVP, Administration and Finance |Chicago, IL 60601, USA 


10 |Grand Hotels & Resorts Ltd Bond VP, Facilities Chicago, IL 60601, USA 
11 


Pyramid Construction Inc. Ms. — [Pat  |Stumuller [SVP, Administration and Finance |2 Place Jussieu 
12 sForce Ms. [Siddartha |Nedaerk | she Landmark & One Market 
13 sForce Mr. — Jake — (oma |The Land mark & One Market San Francisco 


"Ev v E dd E 
United Oil & Gas Corp. Pavlova — |SVP, Production NY 100193 USA 
United Qil & Gas Corp. (Ms. Lauren — |Boyle — |SVP, Technology NY10019USA O — č O Z l O | 





Figure 8-2. CSV file ready for an import into the Salesforce organization 


You can easily create a CSV file with an Excel spreadsheet. Once you save the file, 
you'll see under the file name that you create a "save as" type. Select the drop-down and 
change it to “CSV (Comma delimited)?” According to your Excel version, the verbiage 
may change. See Figure 8-3 for an example. 
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Save As 


^ eo Downloads 
Recent 


Accounts and contacts import 


OneDrive - Personal 


rachelle.hoffman1378 agmail.com 
This PC 
Add a Place 


Browse 





Figure 8-3. How to save an Excel file into a CSV file format 


Preparing Your Data for an Import 


To prepare your data for a contact and account import, you must make sure that in your 
CSV file there is a column for all the required fields you may have set up or the ones that 
come standard with Salesforce. You can determine what fields are required by editing a 
record and looking for the fields with a red line next to them. You can include any field as a 
column in this CSV file that is found on the object you are importing to. Another important 
preparation step is to ensure that the data being imported matches the data type of the 
field. It is important to prepare your data because if itis incorrect, it will give you an error 
and not import that record. To prevent spending hours on import, follow these tips: 


e The date data type can be accepted only with this format: MM/DD/YYYY. 
e The date and time data type can be accepted in the following format: 


MM/DD/YYYY hh:mm:ss. There are other formats accepted as well. 
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e The number and currency data type will take only numbers 
(no letters). 


e ‘The check box data type will accept TRUE and FALSE values 
(TRUE = selected, FALSE = deselected). 


e The email data type fields require that an at (@) symbol be present 
and a dot (.) with an appropriate suffix be included (.com, .org, .gov, 
etc.). Salesforce doesn’t check for a specific suffix type, but if it sees 
no suffix after the dot, it will typically produce an error. 


e Picklist data type fields must exactly match what is already included 
in the values for that picklist, or you can at the field level deselect the 
box “Restrict picklist to the values defined in the value set” so that 
any value will be included and imported. 


e Multiselect picklist values must be separated by a semicolon 
(for example, blue; red; green). 


e ‘The URL data type field will need to include a dot with a suffix 


(.com, .org, .gov, etc.). 


Note In this import wizard, if the account name is the same as another in your 
CSV file, Salesforce will not create a duplicate. If the account name has one extra 
letter, Salesforce will see this as a new account and create a duplicate. 


Additionally, if you label your column headers with the Salesforce field label, the 
Salesforce import wizard will automatically map your columns to the Salesforce 
fields (we'll speak about this in step 9). 


e Try to match all your column headers to the field names for your 
import. Most importing tools will “automap” your column headers to 
the appropriate fields. 
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Importing Accounts and Contacts with the Data Import 
Wizard 


The Salesforce Data Import Wizard is a great, easy-to-use tool. It provides videos to help 
walk you through importing and has great a FAQ section. It even gives you a step-by-step 
process for setting up the import. It is important to keep your Salesforce data accurate 
and current. Whether you are importing accounts and contacts for the first time or 
adding new ones to the system, you'll need to know how to do this for data integrity. 


1. Prepare your data for import. Accounts in a standard Salesforce 
setup require the account name. Along with accounts, you can 
import contacts. Contacts in a standard Salesforce setup will 
require an account name and the last name. Because an account 
name is required for a contact, you can in your CSV file set the 
account and account details in one row and just use the account 
name for all the contacts related to that account for additional 
contacts. If you populate different account field details in the 
account fields to each contact, the last row of the import for that 
account will reflect in Salesforce. In Figure 8-4, Cloud Creations 
on row 5 would be the information seen in Salesforce after the 


import is performed. 


Account Name | Account Website Account Industr Salutati ~ | First Nan ~ | Last Nan ~ 


Burlingtontextilescorpofamerica.co 
2 Burlington Textiles Corp of America |m Clothing 
Dickenson plc IDickenson.com Clathing 


|] titled 
VP, Facilities ; 


Mr. Rog 
Mr indy | p 

Cloud Creations |Cloudcreations.org "MEE NI Rachelle — | Hoffman lo o 
a e Duarte hs] 
EE AI : —YVO—"UÜÉ——— —nÜá( 

















Cloud Creations. _|Cloudcreations.com —. Salesforce Consultants 





Figure 8-4. Data ready for an import 
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2. Navigate to the Setup menu, as shown in Figure 8-5. 


Developer Console 





Figure 8-5. Navigating to the Setup menu 


3. Inthe Quick Find box, type Data import (don’t hit the Enter key; 
the option will populate as you type). Click Data Import Wizard, as 
shown in Figure 8-6. 


eee c T 
se" OCGtUuD Home Object Manager 





Q Data import 





Data 


Data Import Wizard 





Figure 8-6. Searching for Data Import Wizard 


4. Click the green Launch Wizard! button, as shown in Figure 8-7. 
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Import your data in 3 easy steps! 


Launch the Data Import Wizard to import your data 


© Q 


Pre-step: Prepare your Choose data to import Edit held mapping Review and start import 


Launch Wizard! 


Figure 8-7. Accessing the Data Import Wizard 


data for import 





5. Under the “What kind of data are you importing? question, click 
Accounts and Contacts on the “Standard objects” tab, as shown in 
Figure 8-8. 


What kind of data are you importing? € 


Standard objects Custom objects 


Accounts and Contacts 





Figure 8-8. What kind of data are you importing? 


6. Under the “What do you want to do?” question, click “add new 
records” and the following information will appear: 


o Match contact by: This allows you to match your CSV data 
to an existing contact, if it already exists in Salesforce, by the 
full name of the contact, email, or any field you have created 
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and made a unique ID or external ID. This helps to prevent 
duplication when importing. You would want to choose which 
you think is the best match. Most commonly an email is used. 


Note The unique ID or external ID is an ID or a unique identifier that relates only 
to that record. When transitioning data from another CRM to Salesforce, your other 
CRM will contain its own unique ID. You should create a field and mark it as an 
external ID and import this field to your Salesforce instance. This will allow you 

to make updates to it in the future should you forget to include something in your 
original import. Or, for business use integrations to other systems, an external ID 
Is essential to relate the two organizations together and make sure that you have 
only one record being updated. Salesforce creates its own unique ID for every 
record created as well; itis a 15- to 18-character alphanumeric ID. You can find 
this ID for your records in reports; just search for the field ID, as shown in 

Figure 8-9, or find it in the URL of your browser, as shown in Figure 8-10. 


Report Type: Contacts & Accounts 


Cloud Creations Contact Mailing List 


Save As Close È Report Properties o Run Report 











Hanna Filters | Add v 


o Show My contacts v 


—— Date Field Created Date v| Range Custom v| From 8/28/2017 
= Í 
C3 Contact: General To add filters. click Add 
C] Account Genera 
a Parent Account ID 
Preview Tabular Format * Show * Remove All Columns 


Salutation First Name LastName Contact Owner Title 


Ms Rose Gonzalez Rachelle Hofman SVP. Procurement 





Figure 8-9. How you can search for the ID for your record in reports 
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@ Sandra Eberhard | Sales’ X 


€ Q | â Secure | https://na73.lightning.force.com 


Home leads v Accounts v Contacts v Opportunities 


Ms Sandra Eberhard 


Title Account Name Phone(2) w Eme Contact O 


VP. Production Highland Manufacturing Ltd (626) 440-0700 sandra eQhighland.net Rachelle 





Figure 8-10. Where you can find your record ID in your browser URL 


7. Match Account by: This allows you to match your CSV data to an 
existing account, if it already exists in Salesforce, by the account 
name and site (a standard web site field on accounts) or any field 
you have created and made a unique ID or external ID, as shown 
in Figure 8-11. 


What do you want to do? 
Add new records 
Match Contact by: T 


Email  * 


Match Account by: ? 
Name & Site * 


Trigger workflow rules and processes? qs 


Trigger workflow rules and processes for new and updated records 


Assign All Contacts to Campaigns Q 


*! Assign contacts to campaigns 


Update existing records 


Add new and update existing records 








Figure 8-11. What do you want to do? 
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Note You can make any of the following data type fields a unique ID or external 
ID by creating or editing the field and selecting the unique or external ID check box: 
auto-number, email, number, or text. 


8. Salesforce allows for automated processes made with workflow 
rules or the Process Builder to be enabled or disabled. By 
checking the box, you are enabling them to be active during this 
import. This is important to consider if you have created actions 
that include email and tasks because this could bombard your 
clients or users. For example, you could have a workflow rule 
that can email a contact a welcome email every time a contact 
is created. If you keep this selected, all contacts imported will 


receive this email. 


9. Youcan also assign all contacts imported to an existing campaign. 
If you select this option, you need to include a column in your 
import containing the campaign Salesforce ID. 


10. Under the “Where is your data located?” question, you can drag 
and drop a CSV file into the "Drag CSV file here to upload" area, as 
shown in Figure 8-12. You can also click CSV, Outlook CSV, ACT! 
CSV, or Gmail CSV and then click Choose File. Locate the file on 
your machine and click Open. 
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Drag CSV file here to upload 


csv 


File 
Choose File Acco 
Character Code W 
ISO-8859-1 (General US & Western European, ISO-LATIN-1) v 
Values Separated By 


Comma * 





Figure 8-12. Where is your data located? 


11. Once these steps are complete, click the Next button at the 


bottom-right corner of your screen, as shown in Figure 8-13. 





Figure 8-13. Click the Next button on the screen 


12. Inthe Edit Mapping field, this is where you choose what column 
header is mapped to what Salesforce field on the accounts or 
contacts. If you set your column headers up correctly, you'll 
see that Salesforce will match all your columns to the fields in 
Salesforce, as shown in Figure 8-14. In Figure 8-15, you'll see that 
the headers didn't match the names of the fields. Steps 13 and 14 
are additional steps to follow should you not match the headers of 


your columns to the field names they are mapping too. 
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Edit Field Mapping: Accounts and Contacts 


Your Ge has been auto-mapped to existing Salestforce fekis but you can edit the mappings Ñ you wish Unmapped Selds wil not be imported 


Change Contact. Salutation 


Change Contact: First Name 


Change Contact: Last Name 

Change Contact. Tide 

Change Contact’ Mailing Street 

Change Contact: Mailing City 

Change Contact Mailing State/Province 
Change ontact Mailing Zip/Postal Code 
Change Mailing Country 
Change 

Change 


Change 


Salutaton 


First Name 


Mailing Street 


Mating Cry 


Mailing State/Province 


Mailing Z:p/Pos*al Code 


Malling Country 


Phone 


Mob4áe 


Fax 





Figure 8-14. Field mapping when you matched your column headers to the field 
names in Salesforce correctly 


dit Field Mapping: Accounts and Contacts 


Your file has been auto-mapped to existing Salesforce fields, bul you can edit the mappings if you wish. Unmapped elds will not be imported 


Mapped Salesforce Object 
Unmapped © 
Unmapped © 
Unmapped © 
Contact. Title 
Map Unmapped © 
Map Unmapped © 
Map Unmapped 9 
Map Unmapped © 
Map Unmapped © 


Map Unmapped © 


Map Unmapped 9 


Change Contact. Email 


Map Unmapped 9 


Figure 8-15. Field mapping when you didn't match your column headers to the 


field names in Salesforce 
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Street Address 
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State 
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E-mail 
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13. Ifyou see a triangle with an exclamation mark inside, this means 
that there is an error with your mapping, as shown in Figure 8-16. 
Hover over the icon to display the error message. In most cases, it 


is because you have mapped one column to multiple fields. 





Figure 8-16. Shows the little triangle symbol 


Note If your import requires that two fields be updated with the same information, 
you'll need to create two columns with the same data in each and map the columns 
to the respective fields. Importing tools can link to only one data point at a time. 


14. Ifyou see a field in bold red like Figure 8-15, this means the field 
still needs to be mapped. To map a field or change a field already 
mapped, click the Map or Change hyperlink. You can either type 
in the field name or use the scroll bar to find the field. Select the 
appropriate field and click Map, as shown in Figure 8-17. 


Map your field: Account Owner 
Map to: | Salesforce Field v 
Select field 
Owner 
Account Ownership 


Account Record Owner 
Contact: Record Owner  * 


Account: Parent Account 
Account: Billing Street 


Account: Billing City 


Account: Billing Zip/Postal Code 


- 


Figure 8-17. Mapping fields using the Data Import Wizard 
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Note Ifyou don't create a record owner field in your import, the records created 
will automatically be assigned to the user performing the import. This could impact 
your organization if you have security set up that eliminates users from seeing 
data. For example, if you have a role hierarchy set up that puts you at the top of the 
hierarchy and you are the importing user, users below you may not be able to see 
the records you've imported. This ultimately means they can't do their jobs. 


15. Once you have reviewed that all the columns are mapped to 
the appropriate fields, click the Next button at the bottom-right 


corner, as shown in Figure 8-18. 


Previous 





Figure 8-18. Click the Next button to continue 


16. The Review & Start Import screen summarizes what objects you're 
importing to, what type of import it is (insert, update, upset), what 
CSV you are using for your import, how many fields are mapped, 
and how many are unmapped, as shown in Figure 8-19. 


co 
A. —- 


Start import 


Review & Start Import Help tor tes page @ 





Figure 8-19. A review of your import before you click Start Import 
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17. Once you have reviewed this information and feel that it is correct, 
click the Start Import button, as shown in Figure 8-20. 


Cancel Previous Start Import 


Figure 8-20. Start Import button 





18. Click the OK button on the congratulations page to be taken to the 
bulk data load job request and status page, as shown in 
Figure 8-21. 


Congratulations, your import has started! 
Click OK to view your import status on the Bulk Data Load Job 
page 





Figure 8-21. OK button 


19. Ifthe import is a large import (tens of thousands of rows), the 
job being processed can take up to several hours. If it is a small 
import, you may find that your job will be finished as soon as you 
click OK, as shown in Figure 8-22. 
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Bul Daia Load Job 


750110000003jhQ 


View the delais of a bulk data load job 


Bulk Data Load Job Detail 


JobiD — T5dIDOOOOO3IPO Status Total 
Processing 
Time (ms) 


Submitted By Bache cia tm Operation i AFI Actrë 
Processing 

Time (ms) 

Start Time mS/2017 8:52 PM PST Qurugd Batches Apex 
Processing 

Time (m) 

End Time uw5sz01/ gSa PM FSI In Progress Batehes 

Time to Complete [[Bh-]mm-s5] 000 Completed Batches 
Object — Accent Failed Batohes 

External ID Field Prepress 
Content Type 2n Records Processed 


Concurrency Mode Records Failed 


Cc c ka = c = a 
à ux 


AF! Versson n5 Retret 


Batches 


Tatal APl Active — Apex 
View Request View Result Batch ID Start Time End Time Processing Processing Processing Records Processed Records Failed Retry Count State Message Status 
Time (ms) — Time (ms) Time ims) 


View Request View Result 7511/0000003080 WRRITSES2PM WERDITESSPM 105 113 b 20 J Ü Compiated 





Figure 8-22. Import summary 


20. Salesforce will send you an email when your job is complete and 
will attach an error file to review any errors on your import. Some 
errors could include a data type not matching. Another could be 
that Salesforce is seeing a blank row, as shown in Figure 8-23. 
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| Salesforce import of "Leads import.csv" has finished. 20 rows were processed. inbox x 


noreply@salesforce.com <noreply@salesforce.com> @ 8:54PM (1 minute ago) 


lo me |= 
Your Accounts and Contacts imports are complete. Here are your results 


Accounts Created: 20 

Accounts Updated: 0 

Accounts Ignored: 0 (We ignored updates that we couldn't match to an existing record.) 
Accounts Failed: 0 (We couldn't import these due to errors.) 

Processed job information for imported Accounts: https //na7 m/75 


Contacts Created: 18 

Contacts Updated: 0 

Contacts Ignored: 0 (We ignored updates that we couldn't match to an existing record.) 

Contacts Failed: 2 (We couldn't import these due to errors.) 

Accounts/Contacts Rejected: 0 (We rejected duplicate rows.) 

Processed job information for imported Contacts: https //na73 salesforce com/750110000003jhVOAQ?fromE mail=1 


The details of the first 1,000 errors can be found in the attachments for this email: 


Ej Contacts Errors.... y 





Figure 8-23. Email that is received when the import is complete 


Importing Leads 


Ideally, you'll find that you get to import new leads all the time! Whether you get new 
leads from a conference you attend or a purchased list, you'll want to import them 
immediately to get your sales team working on them! The following steps will show you 
how to quickly make this happen: 


1. Prepare your data for the import. Make sure that all the required 
fields are populated columns in your import. The standard 
Salesforce setup requires a last name, a company name, and a 


lead status. 


2. Navigate to the Setup menu, as shown in Figure 8-24. 
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0? 2a @ 


Setup 


Developer Console 





Figure 8-24. Navigating to the Setup area in Salesforce 


3. Inthe Quick Find area, type Data import (don’t hit the Enter key; 
the option will populate as you type). Click Data Import Wizard, as 
shown in Figure 8-25. 


Setup Home Object Manager 


Q Data import 


Data 


Data Import Wizard 





Figure 8-25. Searching for Data Import Wizard 


4. Click the green Launch Wizard! button, as shown in Figure 8-26. 
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import your data in 3 easy steps! 


, | Aj 
| rim ,- rr | = r HA 
Launch tne Data OOM YVLZ« ul 


c 


pe step: Prepare your Choose data to import Edit feld mapping Review and start import 


data for import 
Launch Wizard! 


Figure 8-26. Launching the Salesforce wizard 








5. Under the “What kind of data are you importing?” question, click 
Leads on the “Standard objects” tab, as shown in Figure 8-27. 


What kind of data are you importing? 


Standard objects Custom objects 





Figure 8-27. What kind of data are you importing? 
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6. Under the “What do you want to do?” question, click “Add new 


records,’ and the following information will appear: 


Match Lead by: This allows you to match your CSV data to an 
existing lead contact if it already exists in Salesforce by the full 
name of the lead, email, or any field you have created and made a 
unique ID or external ID. This helps to prevent duplication from 
being imported. You would want to choose which you think is the 
best match. Most commonly email is used. 


Assign New Leads to this Source: This allows you to select what 
lead source all the leads should be assigned to. If you have an 
import that is not a mixture of lead sources, you can use this 
function. For example, if you just attended a conference and you 
want to show that all these leads came from that conference, you 
would globally assign all the imported leads from this list to that 
lead source. If you have a mixture of sources where your leads 


came from, you'll want to ignore this. 


Assign all leads using Assignment rules: This allows you to utilize 
a lead assignment rule you've created to auto-assign the owner. 
The drop-down should include all your options that you created 
in lead assignments. If all the leads you are importing need to be 
assigned to specific users, you can ignore this feature. However, if 
you purchased a list and these leads are up for anyone, you may 
want to let your auto-assignment rules handle who gets what. 


Assign leads to campaigns: This allows you to add all the imported 
leads to a campaign. You'll just need to make sure to include a 
column in your spreadsheet with that campaign ID. If you want to 
have all the imported leads related to a campaign for an event or 
a campaign for an email blast, you can do this with this function. 


Salesforce allows for automated process made with workflow rules 


or the Process Builder to be enabled to disabled. By checking the 
box, you are enabling them to be active during this import. This 


is important to consider if you have created actions that include 


email and tasks as this could bombard your clients or users. 
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8. Under the "Where is your data located?” question, you can drag 
and drop a CSV file into the "Drag CSV file here to upload" area, 
as shown in Figures 8-28 and 8-29. You can also click CSV, Outlook 
CSV, ACT! CSV, or Gmail CSV. Then click Choose File, locate the 
file on your machine, and click Open. 


What do you want to do? 
Add new records 
Match Lead by: @ 


--None-- v 


Assign New Leads to this Source @ 
--None-- * 


Assign All Leads Using this Assignment Rule @ 
--None-- v 


Use Assignment Rules to Email Owners? © 


Use assignment rule settings to send notification emails to 
record owners 


Assign All Leads to Campaigns @ 
Assign leads to campaigns 


Trigger workflow rules and processes? Q 


Trigger workflow rules and processes for new and updated 
records 


Update existing records 


Add new and update existing records 





Figure 8-28. What do you want to do? 
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Where is your data located? 


Drag CSV file here to upload 


^ CSV 


File 

Choose File | Leads import.csv 
Character Code 

ISO-8859-1 (General US & Western European, ISO-LATIN-1) v 
Values Separated By 

Comma ¥ 





Figure 8-29. Where is your data located? 


9. Once these steps are complete, click the Next button at the 


bottom-right corner of your screen, as shown in Figure 8-30. 


Cancel 





Figure 8-30. Next button 


10. Inthe Edit Mapping field, this is where you choose what column 
header is mapped to what Salesforce field on the lead. If you 
set your column headers up correctly, you'll see that Salesforce 
will match all your columns to the fields in Salesforce, as shown 
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in Figure 8-31. In Figure 8-32, you'll see that the headers didn't 
match the names of the fields. Steps 11 and 12 are additional steps 
to follow if you did not match the headers of your columns to the 
field names they are mapping to. 


Edit Field Mapping: Accounts and Contacts 
dir 


Your fle has been auto-mapped fo existing Salesforce fekis but you can edt the mappings @ you wish Unmapped $eds wil not be imported 


ct Mailing Street 


ntact: Mading City Maling Cry 
Contact Mailing State/Province Mailing State/Province 
ontact: Mailing Zip/Postal Code Mailing Zip/Postal Code 
Contact. Malt ng Country Maling Country 
Phone 


Mote 


Fax 





Figure 8-31. Field mapping when you matched your column headers to the field 
names in Salesforce correctly 


dit Field Mapping: Accounts and Contacts 
Your file has been auto-mapped to existing Salesforce fields, but you can edit the mappings if you wish. Unmapped fields will nof be imported 
Mapped Salesforce Object ample Example Example 
Unmapped © Mr/Mrsetc 


Unmapped © F name 


Unmapped 9 
Contact. Title 
Unmapped © 
Unmapped 9 
Unmapped © 
Unmapped © 
Unmapped © 


Unmapped © 


Unmapped 9 


Contact. Email 


Unmapped 9 


L name 

Tithe 

Street Address 
City 


State 


cell 
E-mail 


Company 





Figure 8-32. Field mapping when you didn't match your column headers to the 


field names in Salesforce 
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11. Ifyou see a field in bold red, this means that the field still needs to 
be mapped, as shown in Figure 8-33. To map a field or change a 


field already mapped, click the Map or Change hyperlink. You can 
either type in the field name or use the scroll bar to find the field. 
Select the appropriate field and click Map, as shown in Figure 8-34. 





Figure 8-33. Fields shown as unmapped 


Map your field: Mr/Mrsetc 
Select field 

Salutation X | Find field 

Name 

First Name 

Last Name 

Salutation 


Title 





Company 





Figure 8-34. Selecting a field 
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Note Ifyou don't create a record owner field and you don't choose to use your 
lead assignment rules in the import, the records created will automatically be 
assigned to the user performing the import. This could impact your organization 

if you have security set up that eliminates users from seeing data. For example, if 
you have a role hierarchy set up that puts you at the top of the hierarchy and you 
are the importing user, users below you may not be able to see the records you've 
imported. This ultimately means they can't do their jobs. 


12. Once you have reviewed that all the columns are mapped to 
the appropriate fields, click the Next button at the bottom-right 
corner, as shown in Figure 8-35. 


Figure 8-35. Next button 








13. The Review & Start Import screen summarizes what objects you're 
importing to, what type of import it is (insert, update, upsert), 
what CSV you are using for your import, how many fields are 
mapped, and how many are unmapped, as shown in Figure 8-36. 


j »* LE] cog M 


$tart import 


Review & Start Import Help tor *« page @ 





Figure 8-36. Import review 
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14. Once you have reviewed this information and feel that it is correct, 
click the Start Import button, as shown in Figure 8-37. 


Previous Start Import 


Figure 8-37. Start Import button 





15. Click the OK button on the congratulations page to be taken to 
the bulk data load job request and status page, as shown in 
Figure 8-38. 


Congratulations, your import has started! 
Click OK to view your import status on the Bulk Data Load Job 
page. 





Figure 8-38. OK button 


16. Ifthe import is a large import (tens of thousands of rows), the 
job being processed can take up to several hours. If it is a small 
import, you may find that your job will be finished as soon as you 
clicked OK, as shown in Figure 8-39. 
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PU SETUP 


IB Bulk Data Load Jobs 
Bulk Data Lead Jeo 


750110000003jhQ 


View lhe details of a bulk data load job 


Bulk Data Load Job Detail 


JobiD — T5OpTIDOOODO3IPO Status Total 
Processing 
Time (mas) 


Submitted Hy Rache dd Operation i AFI Actree 
Processing 
Time (ms) 
Sant Time EDIT B:52 PM PST Quewed Batches Apex 
Processing 
Time (ma) 
End Time S201 9:52 PM FSI In Progress Batehes 
Time to Complete [[Bh-]mm-s5] 049 Completed Batches 
Object Appuni Failed Batches 
External I Field Prepress 
Content Type n Records Processed 
Concurrency Mode Records Failed 


AF! Verga nu Retries 


Batches 


Total API Active Apex 
View Request View Result Batch ID Start Time End Time Processing Processing Processing Records Processed Records Failed Retry Count Sate Message Satus 
Time (ms) — Time (ms) Time ims) 


View Fequest View Risut 7511/0000003080 MEIT 8:52 PM — 95/2017 8-52 PM — 185 113 0 20 J 0 Completed 





Figure 8-39. Bulk data load job review 


17. Salesforce will also send you an email when your job is complete 
and will attach an error file to review any errors on your import. 
Some errors could include data type not matching. Another could 
be that Salesforce is seeing a blank row, as shown in Figure 8-40. 
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| Salesforce import of "Leads import.csv" has finished. 20 rows were processed. inbox x 


noreply@salesforce.com <noreply@salesforce com> @ 8.54 PM (1 minute ago) 


lo me |» 
Your Accounts and Contacts imports are complete. Here are your results 


Accounts Created: 20 

Accounts Updated: 0 

Accounts Ignored: 0 (We ignored updates that we couldn't match to an existing record.) 
Accounts Failed: 0 (We couldn't import these due to errors.) 

Processed job information for imported Accounts: https //na7 


Contacts Created: 18 

Contacts Updated: 0 

Contacts Ignored: 0 (We ignored updates that we couldn't match to an existing record.) 

Contacts Failed: 2 (We couldn't import these due to errors.) 

Accounts/Contacts Rejected: 0 (We rejected duplicate rows.) 

Processed job information for imported Contacts: https //na73 salesforce com/750110000003ihVOAQ?fromE mail=1 


The details of the first 1,000 errors can be found in the attachments for this email: 


Ej Contacts Errors.... y 





Figure 8-40. Email confirmation 


scheduling a Data Export 


Salesforce is a cloud-based CRM and development platform that can be accessed 
anywhere you have an Internet connection. If there is a drop in your Internet service or 
you need to work offline for the time being, Salesforce allows you to export your data into 
a CSV file. Or, if you're like us and you like to keep a backup of your data, you can do so. 
You can schedule an export to run monthly (free of charge for all Salesforce editions), 
weekly, or daily (which may have a charge depending on the Salesforce edition), and you 


can have it emailed you. Or you can perform one-time exports. 


1. Navigate to the Setup menu, as shown in Figure 8-41. 
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4 Setup 


Developer Console 





Figure 8-41. Navigating to the Setup area 


2. Inthe Quick Find area, type Data Export (don’t hit the Enter key; 
the option will populate as you type). Click Data Export, as shown 
in Figure 8-42. 


Q, data el 


Data 


Data Export 





Figure 8-42. Searching for Data Export 


3. To schedule an export, click the Schedule Export button, or 
to create a one-time export, click Export Now, as shown in 
Figure 8-43. 
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Monthly Export Service Heip tor nis Page @ 


Data Export lets you prepare a copy of all your data in salesforce.com. From this page you can start the export process manually or schedule it to run automatically. When an 
expo 


Ji Cyd - j 
ort is ready for download you will receive an ema containing a link that allows you to download the file(s). The export files are also available on this page for 48 hours 


after which time they are deleted 


w Next scheduled export: 
None 


Export Now Schedule Export 





Figure 8-43. Monthly export service options 


4. To schedule the export, choose what frequency the export should 
be delivered at. For a monthly export, you can choose what day 
of the month it should be delivered on, or the first, second, third, 
fourth, or last specific day of the week. You can also choose when 
the schedule starts, ends, and what time it should start, as shown 
in Figure 8-44. 


Frequency 
* On day | 1 "| of every month On of every month 


stat [9/5/2017 [ g/S/2017 ] 


End [10/5/2017 [9/5/2917 | 
Preferred Start Time | -None-- ¥ 


Exact start time will depend on job queue activity 





Figure 8-44. Frequency 


Note The start time doesn't ensure that it will be delivered at that time. 
Depending on the amount of data you have, it can take up to several hours to 
complete. 


5. Youcan choose to include images, documents, attachments, 
Salesforce files, and CRM content document versions with your 
export by selecting the boxes at the top of the page, as shown in 
Figure 8-45. 
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Schedule Data Export 


Schedule Data Export Save Cancel 


Export File Encoding [1S0-8859-1 (General US & Western European, ISO-LATIN-1) v 


Include images, documents, and attachments i 


include Salesforce Files and Salesforce CRM Content 


i 
document versions 


Replace carriage returns with spaces 





Figure 8-45. Choosing what to include 


6. Youcan also select specific objects to be exported only, or you can 
choose the option at the top-right corner to have all data included, 


as shown in Figure 8-46. 





Figure 8-46. Objects to export 


7. Once the export is all set, click the Save button. 


8. Ifyou have scheduled your export, you should see a yellow box 
with the time your next scheduled export should run, as shown in 
Figure 8-47. If the export is scheduled for now, there will be a note 
for who scheduled, what time, and in what format the information 


will be received in, as shown in Figure 8-48. 


T Next scheduled export: 


7/15/2017 12:00 AM 





Figure 8-47. Export now response 
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Your export has been queued. You will receive an email notification when it is completed. 


Scheduled By Rachelle Hoffman 


Schedule Date 0/5/2017 


Export File Encoding ISO-8859-1 (General US & Western European, ISO-LATIN-1) 





Figure 8-48. Export scheduled response 


9. Once the export is ready, Salesforce will email you with a link to 
the data export in the Setup menu, as shown in Figure 8-49. 








| Your Organization Data Export has completed - Cloud Creations inbox x 





support@salesforce.com «support(?salesforce com 10:15 PM (1 minute ago) 


to mea |= 


The export of your organization's data has been completed. Please click on the following link within the next 48 hours to receive the 


Thank you, 
salesforce.com 


Figure 8-49. Email sent from Salesforce that your email has been received 


10. Here the download hyperlink will need to be clicked to download 
the file that will then need to be stored on a machine, as shown in 
Figure 8-50. 


Action File Mane 


download WE, O0D1IDODODOZUILUAY 1.ZIP 





Figure 8-50. In the email received, there will be a link that will direct you back in 
Salesforce to download your file 


326 


www .allitebooks.com 


CHAPTER 8 DATA MANAGEMENT 


11. It will be downloaded to a zip file that will need to be unzipped for 
your use. All objects will be broken out into individual CSV files, as 
shown in Figure 8-51. 


> d Folder tools — WE 0001100000Q2uILUAY 1 


Home Share View Extract 


^ E» ThisPC > Downloads » WE 00D110000002uILUAY. 1 


^ 


= 
Ey 
3 
3 
a 


Type Compressed size Password... Size Date modified 
** Quick access 


WB Desktop 
4) Downloads 


v 
+ 
A| Documents # 
+ 
» 


Account Microsoft Excel Comma S... 3KB ! 19K 1596 9/6/2017 5:15 AM 
AccountContactRole rosoft Excel Comma S... 1KB ^ (B 35% 9/6/2017 5:15 AM 
ActionLinkTemplateBinding licrosoft Excel Comma S... IKB | B 32% 9/6 :15 AM 
- Announcement Aicrosoft Excel Comma S... 1KB ^ B 33% 5/2 5:15 AM 
Asset Aicrosoft Excel Comma S... IKB ! (B % 9/6 :15 AM 
AssetRelationship licrosoft Excel Comma $ 1KB ! (B % 9/6/2017 5:15 AM 
Assistantinteraction Microsoft Excel Comma S... ! KB (B 35% 9/6/2 :15 AM 
AssistantProgress Microsoft Excel Comma $ 1 KB B 35% 9/6/2017 5:15 AM 
BusinessProcess Microsoft Excel Comma S... 1KB ! (B 30% 9/6/2017 5:15 AM 


= Pictures 
& Google Drive 
| Chap 5 
| | Chap 8 
(s Images 
_ images 
» [2] OneDrive 


Campaign Microsoft Excel Comma $ 1 KB 3K 5% 9/6/2017 5:15 AM 
CampaignMember Microsoft Excel Comma S... 1KB ^ ( > 9/6/2017 5:15 AM 
CanvasFeeditem Aicrosoft Excel Comma S 1KB Ne B 37% 9/6/2017 5:15 AM 
Case rosoft Excel Comma S... KB ! 12K 7% 9/6/2017 5:15 AM 
CaseComment licrosoft Excel Comma S 1 KB B 34% 9/6/2017 5:15 

CaseContactRole Microsoft Excel Comma S... 1KB ! B 36% 9/6/2017 5:15 AM 
CaseHistory2 Microsoft Excel Comma S 1KB ! B 91% 9/6/2017 5:15 AM 
CaseSolution Microsoft Excel Comma S... 1KB ^ B 25% 9/6/2017 5:15 AM 
CleanF actFieldClaim licrosoft Excel Comma S... IKB ! B 36% 9/6/2017 5:15 AM 
CollaborationGroupRecord Aicrosoft Excel Comma S... 1KB ^ B 33% 9/6/2017 5:15 AM 
ComponentResponseCache licrosoft Excel Comma S 2 )KB 83% 9/6/2017 5:15 AM 
Contact rosoft Excel Comma S... 4KB ^ : 6% 9/6/2017 5:15 AM 
ContentFolder licrosoft Excel Comma S 1 ! B 33% 9/6/2017 5:15 AM 
ContentVersion Aicrosoft Excel Comma S... IKB | : 69; 9/6/2017 5:15 AM 
Contract Iicrosoft Excel Comma S IKB ! B 60% 9/6/2017 5:15 AM 
ContractContactRole Microsoft Excel Comma S... 1KB ^ (B 39% 9/6/2017 5:15 AM 
DatacloudOwnedEntity licrosoft Excel Comma S IKB No B 36% 9/6/2017 5:15 AM 
| DatacloudPurchaseUsage Microsoft Excel Comma S... 1KB A B 35% /6/2017 5:15 AM 


EmailDisclaimer rosoft Excel Comma S 1 B 37% 9/6/2017 5:15 AM 


GB This PC 


‘be Local Disk (C:) 
we FreeAgent Drive 
» DVD RW Drive (I 


~ 


aa FreeAgent Drive ( 
» gd Network 
D n— EmailMessage Microsoft Excel Comma S... 1KB ! (B 46% /6/2017 5:15 AM 
EmailRoutingAddress licrosoft Excel Comma S... 1KB ^ B 39% 9/6/2017 5:15 AM 
Endorsement rosoft Excel Comma S... 1KB ^ B 45% 9/6/2017 5:15 AM 
EntityHistory licrosoft Excel Comma S... 1KB ! (B 53% 9/6/2017 5:15 AM 
5 EntitySubscription Microsoft Excel Comma S... 1KB ^ B 27% 16/2017 5:15 AM 
| Event Microsoft Excel Comma S... 1 KB 5 9/6/2017 5:15 AM 
EventDeliveryData Microsoft Excel Comma S... KB t B 31% 9/6/2017 5:15 AM 
EventParameterData Microsoft Excel Comma S... 1KB ! (B 38 9/6/2017 5:15 AM 
EventRelation Microsoft Excel Comma S... 1KB ^ B 39% /6/2017 5:15 AM 
EventSubscriptionData Microsoft Excel Comma S... 1 KB 33 9/6/2017 5:15 AM 
EventSubscriptionHandleData Microsoft Excel Comma S... 1 KB B 32% 9/6/2017 5:15 AM 
ExchangeUserMapping Microsoft Excel Comma S... IKB | B 37% 9/6/2017 5:15 AM 
FeedComment Microsoft Excel Comma S... 1KB ! B 36% 9/6/2017 5:15 AM 
FeedFieldHistory Microsoft Excel Comma S... IKB | B% 9/6/2017 5:15 AM 
FeedMute Microsoft Excel Comma S... 1KB ^ 33% 9/6/2017 5:15 AM 


a 
a 
a: 
g 
d 
g 
a 
a: 
d 
a: 
a 
à 
a 
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Figure 8-51. Shows all objects broken out into individual CSV files 
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Duplicating Data Management 


Another great feature in Salesforce is the ability to set up duplicate rules. Duplicate rules 


allow you to create criteria that will be checked against any new account, contact, or lead 


and prevent a user from creating a duplicate record. Salesforce comes out of the box with 


the following duplicate rules: 


e Standard Account Duplicate Rule: Will verify if the new account being 


created matches any of the following combinations of account fields 


to an existing account: 


a. 
b. 
C. 
d. 


€. 


f. 


Account Name and Billing Street 
Account Name and City and State 
Account name and Zip code 
Account name and Phone 
Account Website and Phone 


Account Website and Billing Street 


e Standard Contact Duplicate Rule: Will verify if the new contact being 


created matches any of the following combinations of contact fields 


to an existing contact: 


d. 


b. 


f. 


g. 


First Name and Last Name and Title and Account Name 
First Name and Last Name and Email 
First Name and Last Name and Phone and Company Name 


First Name and Last Name and Mailing Street and (City or Zip 
code or Phone) 


First Name and Last Name and Mailing Street and Title 
First Name and Last Name and Title and Email 


First Name and Last Name and Phone 


e Standard Lead Duplicate Rule: Will verify if the new lead being 
created matches any of the following combinations of lead fields to 


an existing lead: 
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a. First Name and Last Name and Title and Account Name 
b. First Name and Last Name and Email 
c. First Name and Last Name and Phone and Company Name 


d. First Name and Last Name and Mailing Street and (City or Zip 
code or Phone) 


e. First Name and Last Name and Mailing Street and Title 
f. First Name and Last Name and Title and Email 
g. First Name and Last Name and Phone 


If the standard rules don’t work for your company, you can also create your own. For 
example, perhaps you have another combination of fields that would work better for account 
duplication rules. Maybe your business can match an account based on the account name 
and a custom field you are collecting. To create a new rule, follow these steps: 


1. Goto your Setup menu and search for Duplicate Rules. Click 
Duplicate Rules, as shown in Figure 8-52. 


Q Duplicate 


Data 
Duplicate Management 
Duplicate Error Logs 


Duplicate Rules 


Matching Rules 





Figure 8-52. Selecting Duplicate Rules 
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2. From the New Rule drop-down, choose the object, in this example 


Account, as shown in Figure 8-53. 


All Duplicate Rules 


What Are Duplicate Rules? 


View All Duplicate Rules * 


Oesempton 


Qent*y accounts tat Gupicate oer accounts 
Qent*y contacts thst Cup cate other comacts and 93053 — —— 


Qant*y e3905 Mat Ouolcate Ofer 4305 2^0 contacts 





Figure 8-53. New account rule 
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Name your duplicate rule. 
Add a description. 


Set the record-level security. This option only affects users who 
have sharing rules. 


a. “Enforce sharing rules” means that if your users have limited 
visibility with accounts they don't own, they won't be able to 
see the other account that is matching to this newly created 
account. 


b. "Bypass sharing rules" means that you are allowing the user 
to see the account they don't own if the matching rule is 
activated. 


In the Actions section, you can choose to allow the user to 
create or edit an account although the duplicate rule check was 
activated. The other option is Block, which will prevent the user 
from saving the record. You can also choose to alert them with 
a message from the alert box. The report option includes the 
duplicated account/contact/lead into a list view, as shown in 
Figure 8-54. 
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Wem SETUP 


mas Duplicate Rules 


New Duplicate Rule 


Account 


Duplicate Rule Edit Save & New | Cancel 
Rule Details 
Rule Name | 


| Account Duplicate Rule 

Description Account duplication for name and custom field 
Object Account 

Record-Level Security Enforce sharing rules 

s, Bypass sharing rules 


Actions 


Specify what happens when a user tries to save a duplicate record. 
Action On Create | Allow ¥ | i) Alert v Report y: 


Action On Edit i Allow ¥ | # Alert X! Report 


Alert Text | Use one of these records? 





Figure 8-54. Duplicate rule, steps 3 to 6 


7. Youcan choose a preexisting matching rule you've created or 
you can pick from the drop-down Create New Matching Rule, as 
shown in Figure 8-55. 


Matching Rules 
Define how duplicate records are identified. 


Compare Accounts With Accounts 


Matching Rule | Standard Account Matching Rule v 


Matching Criteria | --Select a Matching Rule-- 
Field Mapping Standard Account Matching Rule 


| -Create New Matching Rule— 


Add Rule Remove Rule 





Figure 8-55. Creating a new matching rule 
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8. 


Click Save Duplicate Rule, as shown in Figure 8-56. 


Create New Matching Rule 


ave your duplicate rule and we'll redirect you to create your new matching rul 


Save Duplicate Rule Cancel 





Figure 8-56. Saving your duplicate rule 
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10. 


11. 


12. 


13. 


14. 


Name your matching rule and hit the Tab key to have Salesforce 


create the unique name. 
Add a description to your matching rule. 


The matching criteria section is where you create the rule itself. 
From the column fields, choose the field that you'll use as part of 
your matching rule. In this example, you have the account name. 
In Matching Method, you can have the option of Exact or for some 
fields Fuzzy. Ihe method Fuzzy will strip the account name of Inc 
or Corporation and see if it can match two accounts without these 
in the name. The Fuzzy method changes per field; to see a full 

list of these methods, go to https: //help.salesforce.com/ and 
search matching methods used with matching rules. 


Select Match Blank Fields to allow your criteria to match the fields 
if they are blank. For example, if the account names are the same 
for the records and the custom field on both is blank and these 
were both checked, the criteria would match, and your user would 
be alerted. I suggest using exact values and also matching blank 
fields. 


You can also choose if the filter logic should include all the 
previous fields with the word AND or if it should include some but 
not all with the word OR. 


Click Save, as shown in Figure 8-57. 
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SETUP 


r z c 
Matching Rules 


hau Matching Rule 


Account 


| Step 2: Configure Matching Rule 


Object — ÁAecount 
Rule Name [Account Duplicate Rule ma 
Unique Name [Account Duplicate Rule m i 
Desenpbon Account name + Custom field 


e 


Tell fe rule which falda to compare and how 


Matching Criteria 


Field 
* [Account Name 








Figure 8-57. Creating the matching rule 


15. Make sure to activate your matching rule by clicking the Activate 


button, as shown in Figure 8-58. 


SETUP 
Matching Rules 


Matching Rule 
Account Duplicate Rule matching rule 


Matching Rule Detail Edit || Delete | Clone Activate 


Object Account 
Rule Name Account Duplicate Rule matching rule 
Unique Name — Account Duplicate Rule matching rule 
Description Account name + Custom field 





Help fer thea Page 


Step 2 of 2 


Previous | Save | Cancel 


| = Beguine inimpea 


Matching Criteria (Account: Name ExXAcT MatchBlank = TRUE) ano (Account: Tradestyle rxACT MatchBlank = TRUE) 


Status Inactive 
Created By Rachelle Hoffman. 0/5/2017 7:35 PM 


Figure 8-58. Activating your matching rule 





Modified By 


333 


CHAPTER 8 DATA MANAGEMENT 


16. Go back to the duplicate rules area (see step 1), click the name 
of the rule created, and activate the duplicate rule, as shown in 
Figure 8-59. 


Account Duplicate Rule 


Account Duplicate Rule 


Duplicate Rule Detail 


Rule Name 





Figure 8-59. Activating your duplicate rule 


Mass Deleting Records 


Salesforce offers a Mass Delete Records option for accounts, leads, activities, contacts, 
cases, solutions, products, and reports. This option is especially important because it 
allows you to clean up your database. If you allow or do not maintain your Salesforce 
CRM and leave records in it that mean nothing to you or your employees, you end 

up with "dirty data" A CRM with dirty data is just about as useless as not having a 

CRM. Remember, your CRM is only as good as the data you have in it. Hence, Salesforce 
gives you a tool to mass delete. For example, say you just went to a conference and 
captured all new leads, so you went ahead and imported them. However, after reviewing 
your import, you realized it was the wrong list and an old one at that. You need to delete 
these! The next couple steps will help you clean your database: 


1. Goto your Setup menu and search for Mass Delete Records. 
Click Mass Delete Records, as shown in Figure 8-60. 
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Data 


Mass Delete Records 





Figure 8-60. Finding Mass Delete Records 


2. Clickthe option for the objects you want to delete the records 
from. In the previous example, it was Leads, as shown in 
Figure 8-61. 


Mass Delete Records 


Mass Delete Accounts 
Delete multiple accounts at one time 


ass Delete Leads 
Delete multiple leads at one tme 


Mass Delete Activities 
Delete multiple activites at one tme 


Mass Delete Contacts 
Delete multiple contacts at one time 


Mass Delete Cases 

Delete multiple cases at one time 
Mass Delete Solutions 

Delete multiple solutions at one time 
Mass Delete Products 

Delete multiple products at one time 


Mass Delete Reports 
Delete multiple reports at one time 





Figure 8-61. Mass delete record choices 


3. Determine the criteria of the data that needs to be deleted. In this 
example, we know the created date was yesterday. Or perhaps the 
lead source was the specific conference. Almost any field on the 
object can be used as the criteria to find the records that need to 
be deleted. 
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4. Inthe first column, select the field. 
5. Inthe second column, choose the method. 
6. Inthe third column, enter your value. 


7. Click Search, as shown in Figure 8-62. 


Mass Delete Help for this Page (7) 


Leads 


Y Step 1: Review what will happen when you mass delete your Leads: 
This screen allows you to delete a list of Leads from salesforce.com. The following data will also be deleted: 
* All Activities associated with the Leads 


Once data is deleted. it will be moved to the Recycle Bin 


Y Step 2: Recommendation prior to mass deleting: 
We strongly recommend you run a report to archive your data before you continue 


it is also strongly advised to request a a weekly export of your data before running mass delete. The weekly export service is included 
with Enterprise Edition, and available ona! cost with Professional Editon. ct salesforce.com for more informaton 


Y Step 3: Find Leads that match lowing criteria: 


equals Y YESTERDAY 
--None-- v 
- None-- v 
--None-- v | 
v | --None-- M 
Filter By Additional Fields (Optional): 





* You can use "or" filters by entering multiple items in the third column. separated by commas 
* For date fields. enter the value in following format: 0/6/2017 


* For date/time elds, enter the value in following format 9/6/2017 8:01 
Searc 


Figure 8-62. Set up the criteria to find the records needing to be deleted 





8. Selectthe records you want to delete or select the box at the top to 
select all the records. 


9. Selectthe box Permanently Delete if you are sure you never want 


to retrieve these again. 


Note Deleted records go to your recycle bin and will autodelete after 15 days, or 
if your recycle bin is full, the oldest record will be deleted. 
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10. Click the Delete button when you are ready to delete the records, 
as shown in Figure 8-63. 


Y Permanently delete 


Pe mscecty Gha Ue heerd COCOR When Tap cence d geo. you caros ARED calebed Scores em the Recycle Bas Pape De cloul woes belong ina opion 
9 Dette 


lead Status Crested Dade Owner Alas Unread By Owner Converted Created By Alas Last Modified By Alas 


Morning « "—— : 
x 1201 < E 
Comacted = USO =e 


Wene^g- Www? 
Contested 


Cloned - — 
Ex Lat 
Converted 4 


: 
: 


Oca = Net ewe 
ies 1201 
wert 


: 


Woriorg = 


, v2 
V^ td 6 


Open - Not 
Contacte 


$ 


Gie- -Nu yus 
(ee a. ar] 


k 


Chosapd - Not 
Convmted 


: 
K 


iid - 
-a i a 


Gipi - 
ee Bae a 


cione - 
Corverbed 


Wpriceg s 
Contacted 


Cited - Not 
Corvacted 


E 


Closed - 
lonvened 


k 


Wario + 
Dpr 


i 


Rigged - 
oeverted 


Th 
* 


K E 


Wining » 
beers gi om =| 
Choad - Not 
Covad 


k 
h 





Figure 8-63. Mass deleting your records 


Note You can only mass delete 250 records at a time. 


Mass Transferring Records 


Salesforce offers a tool to help you transfer the ownership of accounts, leads, macros, 

or streaming channel records to another user. This allows you to transfer every record a 
user owns to another and can be based on the criteria of the record. This is an important 
tool if you have an employee who leaves your company or if one gets promoted! For 
example, if an employee is leaving your company and owns many accounts that now 
need to be managed by another employee, you can use this tool to transfer those 


accounts to new users. 


1. Goto your Setup menu, search for Mass Transfer Records, and 
click the phrase, we shown in Figure 8-64. 
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Q, mass transfer rd 


Data 


Mass Transfer Records 





Figure 8-64. Searching for Mass Transfer Records in the Setup menu 


2. Inthe example presented in the introduction of this section, 
you need to transfer accounts from one departing user to another 
user. To do this, click the Transfer Accounts link, as shown in 
Figure 8-65. 


SETUP 
teco rd 


Transfer Accounts — Transfer multiple accounts from one user to another 

Transfer Leads — Transfer multiple leads from one user to another 

Transfer Macros — Transfer multiple macros from one user to another 

Transfer Streaming Channels — Transfer multiple streaming channels from one user to another 





Figure 8-65. Transfer Account Records screen 


3. Using the magnifying glass icon, search for the user you want to 


transfer the ownership of the records from. 


4. Using the magnifying glass icon, search for the user you want to 
transfer the ownership of the records to. 
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5. Itis a general rule that you shouldn't transfer records that are 
closed or completed from one user to another. We recommend 
that you keep the history of your business this way. Therefore, 
in Figure 8-66, you'll see we only select "Transfer open 
opportunities” and “Transfer open cases.’ 


| wee SETUP 


mas Mass Transfer Records 


Mass Transfer Accounts Help for this Page @ 


This screen allows you to transfer an account from one user to another. When you transfer ownership of an account, the new owner will also gain ownership of the 
fo owing records related to the transferred account 


* Any notes that belong to the existing owner 

^ All contacts that belong to the existing owner. 

« All opportunities (including closed opportunities if you select the Transfer closed opportunities checkbox below) that belong to the existing owner 
Al open activities assigned to the existing owner. Note that completed activities will not be transferred 

+ The new owner might need to edit sharing 


Mass Transfer Accounts | = Required information 


Transfer from — Rachelle Hoffman | 
Transfer to [Tyson Jones — — : 


+) Transfer open opportunites not owned by the existing account owner 
Transfer closed opportunities 

«| Transtar open cases owned by the existing account owner 
Transfer closed cases 


Find accounts that match the following criteria 
Type equals Customer - Channel 
--None-- 
--None-- 
--None-- 
¥ |--None-- 
Fiter By Additional Fields (Optional) 


a ‘You can use "or^ filters by entering multiple items in the third column, separated by commas 
* For date fields. enter the value in following format 8/7/2017 
" For date/time fields. enter the value in following format 9/7/2017 7:50 PM 





Figure 8-66. Setting up the mass transfer of records 


6. Ifyou want all records that one user owns transferred to the other, 
you can leave this section blank. Otherwise, if you want to transfer 
only specific records based on the criteria of the record, you'll 
need to use this section. Notice that you can only use the logic 
AND. This means that every set of criteria you build here will have 
been on the record it is a search for. For example, if you set the 
Type field to Customer - Channel and Billing State to California, 
this will require that the record has both of these values for it to be 
available to transfer. 
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a. Find the field that you want to filter from. For example, if you 
use a Type field on the account and you only want to transfer 
specific types of accounts to the new user. 


b. Use the appropriate method: equals, contains, less than, 
greater than, and so on. In this example, we only want 


specific types of accounts, so we use “equals.” 


c. Enter the value that the criteria should be. In this example, it 
is the Type of accounts that equal Customer - Channel. 


7. Once you have completed your criteria, click the Find button to 
find the records that match the criteria, as shown in Figure 8-66. 


8. Usethe check box found in the headers to select all the records to 
transfer or single select the users with the check box found next to 


the account name. 


9. Once you have selected all the records, click the Transfer button, 


as shown in Figure 8-67. 





Transfer Cancel 








* Account Name Account Site Billing State/Province Phone Type Account Owner Alias Created By Alias Last Modified By Alias 












A  Cadinal inc L (847) 262-5000 oor RHo# RHo# RHo# 












e ren)? ^ Customer - ^" a 2 
* kenson KS (788) 241-6200 Channel Roof RHof RHof 


c . 
GA (770) 305-2370 Kustomer- puce RHo# RHot 
Channel — ee Ter 


OR (603) 421-7800 EYSOM*r” puce RHot Rot 









X Genero: CA (850) 887-2450 Customer . 
Channe 








HMHianian 2 


7 Manufacturing CA (626) 440-0700 Zhanne! RHOF RHof RHo# 
Lid. g | 









Customer - 


v Jackson Controls 886-2-25474189 aiid 
















> ! B . 
a Exam (014) 427-4427 ~<VStomer 
Eensvycion ne. Channel 


Figure 8-67. Selecting the records to transfer 


Once complete, you should get the record count of the transferred records, as shown 
in Figure 8-68. 
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Find 


Transfer Cance 


Account Name Account Site Billing State/Province Phone Type Account Owner Alias Created By Alias Last Modified By Alias 


No records to daplay 





Figure 8-68. Record count of transferred records 


Summary 


Salesforce offers so many tools right at your fingertips. With all the data tools presented, 
you shouldn't have any issues with dirty data. If you let dirty data get out of control, it can 
become a burden to you and your users. With the proper tools at hand, you'll never have 


a reason to let it get this way. 
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security Overview 


Salesforce is committed to running the most secure cloud platform. Protecting data 
integrity and privacy is at the forefront of Salesforce’s business model. Salesforce 
approaches security with a multitiered architecture, which supports greater flexibility 
and protection. System administrators have complete control over the level of access 
delivered to end users. You can protect sensitive information and manage end user 
accessibility with profiles, permission sets, field-level security, sharing rules, and more. 
Visit the Salesforce Trust web site at http: //trust.salesforce.com (Figure 9-1) for 
transparent access to security threats and advisories. 





Success Is built on trust. 
[rust starts with transparency 


lrust.salesforce.com is the Salesforce » d 
Ae 


community's home for real-time 
nformation on system performance and 
security 


t PARKER HARRIS 


Co-Founder Salesforce 


“Nothing is more important to our company thon the 
privacy of our customers’ doto" 





Figure 9-1. Salesforce Trust web site 
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Salesforce Security Model 


Controlling the level of access to your Salesforce organization is vital to ensuring 

client and data protection. While Salesforce is committed to the highest levels of data 
protection, your system administrator should configure the security settings to make the 
system as secure as possible. Design a security plan by considering what the primary 
risks to your data are and then learn about the Salesforce sharing architecture and its 
components to properly configure your security settings. 

Fundamentals Data can be secured and layered at different levels in Salesforce. 
Access is secured in three ways: at the object level, at the field level, and at the record 
level. In database terms, an object is a table. Objects hold groupings of information 
that may be related. This includes the records that live in them. Records are the rows of 
information that are found within a table. 

Accounts, contacts, and opportunities are just a few examples of standard Salesforce 
objects. Figure 9-2 shows a list view of account records in the account object. Cloud 
Creations HQ is an example of an account record in the Account object, as shown in 


Figure 9-2. 


Se -i Search Accounts and more... 


Home Opportunities v leads w asks w Files Notes w Accounts w 





ACCOUNTS / 
= Recently Viewed v 


OBJECTS FIELLS 


f items * Updated 12 minutes ago 


ACCOUNT NAME ACCOUNT SITE 





1 Cloud Creations HQ 

2 Felicia's Test Account Site Location 

Aethna Home Productss — RECORDS 

4 Aethna Home Products (434) 369-3100 


5 Cloud Creations South 





6 American Banking Corp. (610) 265-9100 





Figure 9-2. Identifying objects, records, and fields 
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Each record stores key pieces of information. These are called fields. In database 
terms, fields are the columns found within a table. In Figure 9-2, Account Name, Account 
Site, and Phone are all examples of fields in an account record. Refer to Figure 9-2 to 
identify the difference between objects, records, and fields. 


Profiles and Permission Sets 


Profiles contain a collection of settings for determining what a user or group of users can 
see and do in Salesforce. A permission set contains the same collection of administrative 
settings but can be assigned to an individual user or groups of users as an extra layer of 


permission. 


Note Rather than create countless profiles to assign the appropriate settings and 
permissions for an individual user, it is best practice to assign a permission set. 


Profiles 


All users must be assigned a profile, and profiles can be assigned to multiple users. 
However, users can be assigned only one profile. Typically, profiles are assigned to users 
by their job function. This is usually because those with the same job description often 
require similar levels of access. 

For example, you may have different security requirements for your marketing users, 
service agents, sales reps, and developers. It’s recommended that you create or modify 


profiles to meet their specific requirements. 


Profile Home Page 


We suggest familiarizing yourself with the different profile settings on the profile home 
page. This page is broken down into the following permissions and settings. 


Console Settings 


Click Edit to control the console settings for each profile (shown in Figure 9-3). 
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Console Settings 


Console [Edit] 
Layout 


Figure 9-3. Console Settings 


Page Layouts 


Page layouts can be configured for each profile. Click View Assignment next to each 
desired object to configure a different page layout for a profile (shown in Figure 9-4). 


Page Layouts 


Standard Object Layouts 
Global Global Layout Goal Link Goal Link Layout 

[ View Assignment ] [ View Assignment ] 

Email Application Not Assigned Group = Group Layout 
[ View Assignment ] [ View Assignment ] 

Home Page Layout DE Default Idea Varies by Record Type 
[ View Assignment ] [ Mew Assignment ] 
Account Account Layout Job Tracker Job Tracker Layout - Winter '16 
[ View Assignment ] [ View Assignment ] 
Asset ^X AssetLayout Lead | Lead Layout 

[ View Assignment ] [ View Assignment ] 

Campaign Campaign Layout Macro Macro Layout 


Figure 9-4. You can control page layouts for each object at the profile level. 


Field-Level Security 


Once object-level access and record-level access are granted, you can control what 
fields are visible at the profile level. Navigate to the field level and click View next to the 
desired object to control the level of access that a profile should have to a field. Once you 
click View, you will see a list of all fields related to that object and the current field-level 
permissions. Click Edit to make changes to the appropriate field (shown in Figure 9-5). 
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Account Field-Level Security for profile Help for this Page $ ! 


Standard User 





E dit Back to Profile 








Field Name Field Type Read Access Edit Access 
Account Name Name v v 
Account Number Text " "4 
Account Owner Lookup "4 "4 
Account Site Text "4 v 
Account Source Picklist v v 
Active Picklist v "4 
Annual Revenue Currency v v 
Billing Address Address "4 "4 


Figure 9-5. Field-level security at the account level 


Click Read Access to make a field visible. Select Edit Access to allow users to view 
and edit a field. Deselect Read Access and Edit Access to make a field hidden. 

Let's look at an example. Say Michael Scott Paper Co. uses Salesforce to track sales 
and accounting information. However, the CEO, Michael Scott, does not want sales 
representatives to see sensitive financial information such as credit card and Social 
Security numbers. 

To solve this, create a profile for sales representatives and another profile for 
accounting. For each profile, click View Assignment next to the account and edit the field 
security. For the sales representatives profile, deselect Read Access and Edit Access in 
the Credit Card and Social Security fields. This will hide both fields from users assigned 
to the sales representative profile. Log in as a user assigned to the sales representative 


profile to test your work. 


347 


www .allitebooks.com 


CHAPTER9 SECURITY OVERVIEW 


App and Tab Settings 


Specify what apps are visible and set the default in the Custom App Settings section of 
the profile (shown in Figure 9-6). 


Standard Object Permissions 


Read Create Edit Delete View All Modify All 
Accounts o "4 "4 v 
Assets 7# d "d vt 
Campaigns j 
Cases ae "4 vt 
Coaching zf 4 v 
Contacts d at " vt 
Contracts ae Y "4 A 
D&B Companies "i 
Documents x c Y v 
Duplicate Record Sets 
Feedback ~ "A Y 
Feedback Questions "d v4 "4 
Feedback Question Sets c v4 v 
Feedback Requests 9f Y r4 
Feedback Templates 2 A "4 


Figure 9-6. Custom App Settings area in a profile 


Record Type Settings 


Record types can be assigned at the profile level. For objects with record types, add the 
record type next to the appropriate object. 
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Administrative and General User Permissions 


Profiles have two types of permissions: Administrative and General, as shown in 
Figures 9-7 and 9-8. Familiarize yourself with the granular types of permissions so you 


can better administer a secure organization. 





Administrative Permissions 


Access Chatter Manage 
For SharePoint Knowledge 
Article 
Import/Export 
Access Manage 
Community Letterheads 
Management 

Access Libraries of Manage 
Lightning Syne 
Add People to Manage Login 
Direct Messages Access 
Policies 

Allow Inclusion of Manage " d 
Code Snippets Macros Users 
fram lll Can't Linda 


Figure 9-7. Administrative Permissions section located in a profile 
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General User Permissions 


Activate Lightning 
Contracts Login User 
Activate Manage 
Orders Articles 
Allow View Jf Manage 
Knowledge Cases 
Assign Topics of Manage 
Connected 
Apps 
Connect Manage 
Organization Content 
to Permissions 
Environment 
Hub 


Figure 9-8. General User Permissions section at the profile level 


Object-Level Security 


Object-level security is stored at the profile level in the Object Permissions section. As 
a starting point, a user must have the appropriate level of access to an object to see the 
object and the records inside of it. You can control object-level security in profiles, as 
shown in Figure 9-3. 

The following are different permission types used to set the level of access users have 
with each object: 


e Read: Users can view records. 

e Create: Users can create records. 

e Edit: Users can read and edit records stored in this object. 

e Delete: Users have permission to read, edit, and delete records. 
e View All: Users can view all records stored within this object. 


e Modify All: Users can modify all records stored within this object. 
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Set the object-level security for standard and custom objects. Define whether a 
profile should have Read, Create, Edit, Delete, View All, or Modify All, as shown in 
Figure 9-9. 


Standard Object Permissions 


Read Create Edit Delete View All Modify All 
Accounts Y X i v4 
Assets X X v4 v4 
Campaigns i 
Cases - d X v4 
Coaching X v4 v4 
Contacts X v4 v4 4 
Contracts 2 Jf S - d 
D&B Companies X 
Documents v4 ut d d 
Duplicate Record Sets 
Feedback Y Y v4 
Feedback Questions d v4 - d 
Feedback Question Sets X v4 v4 
Feedback Requests d wa v4 
Feedback Templates Y m f d 


Figure 9-9. Setting object-level security 


Password Policies, Login Hours, and IP Ranges 


You can specify when passwords should expire, password requirements, session 
timeouts, and much more. You can also control the login hours and acceptable IP ranges 
for each profile. 
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Assigning a Profile 


There are six different types of standard profiles: 


e System Administrator: Assign this profile to a user who needs access 
to all functionality within license. This profile has access to view and 
modify all data. 


e Standard User: This profile has core platform functionality. They can 
view, edit, and delete records they have access to. 


e Solution Manager: This is the same functionality as a Standard User 
plus additional permissions to manage published solutions. 


e Marketing User: This is the same functionality as a Standard User 
plus permission to import leads, manage campaigns, and manage 


communication templates. 


e Contract Manager: This is the same functionality as a Standard User 
plus permission to manage and approve contracts. 


e Read Only: This profile can only view records they have access to and 
run reports and export. 


Create a Custom Profile 


Create custom profiles to build a unique set of permissions for different groups of users. 
Follow these steps to create a custom profile: 


1. Search for and select Profiles from the Setup menu (shown in 
Figure 9-10). 
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252 Setup v Home Object Manager Vv 


iul Home 


Q. profiles 





Users Go Mobile Visit Click to 
AppExchar Customize 


Doe "AAH Prepare 
the Extend Use the 
< Salesforce] Salesforce Object 


Figure 9-10. Navigating to Profiles in Salesforce 


2. Tocreate anew profile, click New Profile, as shown in Figure 9-11. 





a 

Profiles Help for this Page @ 
[All Profiles -] Edit | Delete | Create New View e 

New Profile | f ) A|BICIDIEIFIGIHIIIJIKILIMINIO|,FPFIQIRISITIUIVIWIX.IYL|Z | Other FARI 
[ Action Profile Name * User License Custom 
[ Edit| Clone Analytics Cloud Inbe.. Analytics Cloud Integr... - 
L| Edit| Clone Analitics Cloud Sec... Analytics Cloud Integr... 
[ Edit) Clone Authenticated Web Authenticated Web 


[ Edit) Clone Authenticated Website Authenticated Website 


E Edit | Clone Chatter Extemal User Chatter External 


I Cee) see habeme Cram | lenr Pasa Cram I 


1-370137 Y| 0 Selected Y] « 4! is Next b M» Page[ 1 of 1 a 


Figure 9-11. New Profile button on the Profiles home page 


3. To create a custom profile, you must clone one from an existing 
standard profile. Choose a standard profile to clone from and click 
Clone. 
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4. Enter the name of the new profile and click Save, as shown in 
Figure 9-12. 


Clone Profile 


Enter the name of the new profile. 





You must select an existing profile to clone from. 


Existing Profile standard User 
User License Salesforce 


Profile Name I 


Save Cancel 





Figure 9-12. Naming your new custom profile 


To complete changes to what this profile has access to see and do, click Edit next to 
the profile name. Modify the appropriate permissions to your new profile, as shown in 
Figure 9-13. 
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lOi SETUP 


Profiles 


Profile Help for this Page KJ 


New Profile 


Users with this profile have the permissions and page layouts listed below. Administrators can change a user's profile by editing 
that user's personal information. 


If your organization uses Record Types, use the Edit links in the Record Type Settings section below to make one or more record 
types available to users with this profile 


Login IP Ranges[0] | Enabled Apex Class Access [D] | Enabled Visualforce Page Access[0] | Enabled External Data Source Access [0]. | 
Enabled Named Credential Access[0] | Enabled Service Presence Status Access [0] | Enabled Custom Permissions [0] 


Profile Detail Edi Clone || Delete | Mew Users 








Name New Profile 


User License Analytics Cloud Integration User Custom Profile Sf 
Description 
Created By Felicia Duarte, 4/30/2017 10:09 PM Modified Ey Felicia Duarte, 4/30/2017 10:09 PM 
Console Settings 


Console Layout [ Edit } 


Page Layouts 
Global Global Layout Goal Link Goal Link Layout 
[ View Assignment ] [ View Assignment ] 
Email Apolication Net &«sianerd Idea V aries hv Record Tyne A 


Figure 9-13. Home page of a profile 


Note All users must have an assigned profile, and profiles can be assigned to 
multiple users. However, users can be assigned only one profile. 


So, what do you do when you need to give additional permissions to an individual 
user? 


For example, let's say you want to extend the permission Create Reports to an 
individual user. Rather than creating a new profile or editing permissions on an existing 
profile, we suggest creating a permission set. 
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Permission Sets 


Permission sets are a collection of permissions and settings that can be assigned to the 
users who need it. 
Follow these steps to create a permission set: 


1. Search Permission in Setup and click Permission Set. 


2. Click the New button to create a new permission set, as shown in 
Figure 9-14. 


Permission Sets 


On this page you can create, view, and manage permission sets 


In addition, you can use the SalesforceA mobile app to assign permission sets to a user. Download SalesforceA from th 


| All Permission Sets ~| Edit | Delete | Create New View 


[Action Permission Set Label * Description License 
[  Del|Clone Permission Set 1 Create report Folders Salesforce 
[ Clone Salesforce Console User Enable Salesforce Console ... Sales Console User 


1-20f2 Y| OSelected v] 
Figure 9-14. Permission Sets home page 


3. Enterthe name of your permission set in the Label field and 


provide a detailed description, as shown in Figure 9-15. 
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EVE SETUP 


® Sharing Settings 





Default Sharing Settings = 


Organization-Wide Defaults Edit. Organization-Wide Defaults Help ? 
Object Default Internal Access Default External Access Grant Access Using Hierarchies 
Lead Public ReadA^rite/Transfer Public ReadA^rite/Transter r4 
Account and Contract Public ReadAWrite Public ReadA^rite Y 
Contact Controlled by Parent Controlled by Parent vt 
Order Controlled by Parent Controlled by Parent r4 
Asset Controlled by Parent Controlled by Parent r4 
Opportunity Public ReadA^rite Public ReadA^rite v 
Quote Controlled by Parent Controlled by Parent Y 
Case Public Read/Vrite/Transfer Public ReadArite/Transfer y 
Campaign Public Full &ccess Public Full &ccess Y 
User Public Read Only Private v 
Activity Private Private Y 
Calendar Hide Details and Add Events Hide Details and Add Events vt 
Price Book Use Use r4 
Coaching Private Private 
Cancdthacnkl Ph A Piri A x 


Figure 9-15. Steps to create a permission step 


4. Choose the type of user who will use this permission set. 


Tip Itis best practice to give your permission set a description. This makes it 
easier to find when many permission sets exist. 


Record-Level Security 


Record-level security specifies what records a user has access to view and edit in each object. 


Record Ownership 


Each record in Salesforce must have an owner. This can be either a user or a queue. By 
default, the owner of a record has full access capabilities. This means they can view, edit, 
delete, transfer, and share the record. 
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Organization-wide Defaults 


By default, your Salesforce organization operates in a public sharing model. We refer to 
this as the organization-wide defaults (OWDs). This means that all users have access to 
see and edit all data on a per-object basis, provided they have the appropriate object- 
level security. To limit visibility for certain records, consider operating in a private 
sharing model for that object. 


Private or Public? 


When considering to go private or public on an object, consider this: are there any 
elements of your data that should be restricted to any particular user? 

If the answer is yes, you should be operating in a private sharing model for that 
object. 

As shown earlier in Figure 9-2, the organization-wide default has the highest level of 
restriction. This is the only security component that restricts access. 

All other security components are designed to share access. Record access can 
be opened up to specific users or groups of users through roles, manual sharing, and 
sharing rules. 


Change Sharing Settings 


To modify your organization-wide defaults, navigate to Sharing Settings in Setup. 

To control the sharing settings for external users, you must first enable external 
sharing. Select Sharing Settings in the Setup area’s Quick Find, and click Enable External 
Sharing. 

From here, you can view the level of access both internally and externally by object, 
as shown in Figure 9-16. 
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Default Sharing Settings -— 
Organization-Wide Defaults Edit. Organization-Wide Defaults Help ? 

Object Default Internal Access Default External Access Grant Access Using Hierarchies 

Lead Public Read/Mrite/Transfer Public ReadArite/Transfer v 

Account and Contract Public ReadAWrite Public ReadArite Y 

Contact Controlled by Parent Controlled by Parent "4 

Order Controlled by Parent Controlled by Parent "4 

Asset Controlled by Parent Controlled by Parent r4 

Opportunity Public ReadArite Public ReadAWrite "A 

Quote Controlled by Parent Controlled by Parent r4 

Case Public ReadAWrite/Transter Public ReadArite/Transfer v 

Campaign Public Full Access Public Ful Access "4 

User Public Read Only Private A 

Activity Private Private Y 

Calendar Hide Details and Add Events Hide Details and Add Events r4 

Price Book Use Use 4 

Coaching Private Private 

Coco o Piri sm Piri nm = 


Figure 9-16. Default organization-wide settings 


External users include community users, guest users, web site users, Chatter external 
users, and portal users. You can split the sharing settings for each object for internal and 
external users. 


Select Edit to change the settings to any of these options: 


e Private: All records in this object are private and can be visible only to 


the record owner, role, or sharing rule. 


e Public Read Only: All records in this object are visible as read-only 
records. 


e Public Read/Write Only: All records in this object are visible and can 
be modified by all users. 


e Public Read/Write/Transfer: All records in this object are visible and 
can be modified and transferred by all users. 


e Controlled by Parent: Users have the same level of access on the detail 
of a master-detail relationship. 
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Select Standard Report Visibility to enable visibility to data in reports that may not be 
accessible because of organization-wide defaults. 

Select Manual User Record Sharing to allow users to manually share a record to 
additional users. 

Select Manager Groups to allow users to share records with their manager groups, as 


shown in Figure 9-17. 


Other Settings 
Standard Report Visibility ¥ i Manual User Record Sharing Manager Groups i 


Figure 9-17. Additional security settings 


Role Hierarchies 


Once OWDs are in place to restrict data, you can use role hierarchies to open up visibility 
and share record access. Roles define the level of access a user or groups of users have 
from the top down. Record access rolls up through the hierarchy. 

As an example, create a branch under Sales Managers called Sales Reps to give sales 
managers access to the sales reps beneath them, as shown in Figure 9-18. 
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View other sample Role Hierarchies: | Territory-based Sample -| 


| * View & edit data, roll up 
Executive Staff forecasts, & generate reports 














| for all users below 
, CEO President * Can't access data of other 
Executive Staff 
"View & edit data, 
Western Sales #} Eastern Sales| international | a —— E 
Director J -— | ales Director’! app Poele 
5] below 
* Can't access data 
of users above or at 
same level 






Western Y Eastern ‘International La & edit 
Sales Rep Sales Rep Sales a iu up tore — 
ome rey 


European Sales Rep * Can access data of 
users above or at 
same level 


Figure 9-18. Understanding the roles home page 


Note When considering your role chart, keep in mind that role hierarchies aren't 
necessarily the same as your executive organizational chart. Typically you create 
roles for every level in the hierarchy, not for every position. 


If a role sits above someone else in the role hierarchy tree, that role is granted the 
same level of access to all records that fall beneath that branch. So if the access is read- 
only, that same level of record access is granted. 
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Creating a New Role 


Use roles to define how users view and share records. The correct role structure depends 
on your organization’s culture. 


To create a role, follow these steps: 
1. Search for Roles in the Quick Find box and click to navigate. 
2. Select Set Up Roles. 
3. Select Expand All to see Salesforce’s default setup. 


4. Click Add Role under the appropriate branch to add a branch 
below (refer to Figure 9-19). 











Creating the Role Hierarchy Help forthis Page @ 


You can build on the existing role hierarchy shown on this page. To insert a new role, click Add Role. 


Your Organization's Role Hierarchy | Akmar inier view = | 





= Customer Support, International Edit] Del] Assign 

| ™ Add Role 

=> Customer Support, North America Edit] Dell Assign 
Add Role 














Edit| Del| Assign 


Add Role ~| 


Figure 9-19. Tree branch view expanded 
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5. Fillin the following details to successfully save a new role, as 
shown in Figure 9-20: 


a. Label: This is the name used to title the role. Examples can 
include VP of Sales, Regional Managers, and so on. Press Tab 
to autopopulate the role name. 


b. Role Name: This is the unique API name. This role reports to 
the name of the role above this role. 


| SETUP 
Roles 


Role Edit 


Help fot this Page 9 
New Role 


Role Edit 


Label lo - 
Role Name Po i 
This role reports to [cc Q) 
Role Name as [| 
displayed on reports 


Save Save & New Cancel 


Figure 9-20. Steps to creating a new role 


6. Assign users to specified roles. 


By selecting to assign, you can search for unassigned users to connect them to a 
proper role. You can also navigate to a user's profile and select Edit to assign a role. 


Sharing Rules 


You can use sharing rules to give roles, groups, or individual users access to data that 
they may be excluded from. Sharing rules can be used to override the existing security 
restrictions. 
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Public Groups 


Groups can be created to simplify sharing and security. This can include a combination 
of individuals, users with specific roles, or members of other public groups. 


Creating a Public Group 


Before creating a sharing rule, you must create a public group. Follow these steps to 
create a public group: 


1. Search for Public Groups in the Quick Find box. 


2. Click New or set View to All to see a list of existing groups 
(Figure 9-21). 


g SETUP 


B Public Groups 


Public Groups Help for this Page @ 


A public group is a set of users. It can contain individual users, other groups, the users in a particular role or territory, or the users 
in a role or territory plus all of the users below that role or territory in the hierarchy 


View: fan z] Edit | Create New View 


AIJBICIDIEIFIOGIH|IIIJIKILIMINIO]JPIQIRISITIUIVIWIXIYIZ!| Other Raa 


New 
Label + Group Name Created By Created Date 


No records to display 


Figure 9-21. Setting up public groups 


3. Fillin the following details, as shown in Figure 9-22. 
e Enter the name of the public group in Label. 
e Enter the unique API name in Group Name. 


e To add members to a public group, move them from Available 
Members to Selected Members. 
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249 Public Groups 


Group Membership 


New Group 


Group Information Save | Cancel 








New Public Group l =F 
Label 
Group Name 


Grant Access Using 
Hierarchies 


Search: | Public Groups 


Available Members 





Figure 9-22. Adding members to a public group 


4. Click Save. Now you have a new public group with members. 


Manual Sharing 


Manual sharing can be used to provide individual access to records through a sharing 
button. 
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There are four prerequisites needed to give access to another record. These 
prerequisites require the following: 


e You are the record owner. 
e You are ina role higher than the record owner. 
e You have "full access" permission to the record. 


e You are a system administrator. 


Summary 


In this chapter, you learned how Salesforce approaches security in a multitiered 
architecture, which supports greater flexibility and protection. Be sure to visit 
http://trust.salesforce.comfor transparent access to security threats 

and advisories. 
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button, 63 
confirmation page, 65 
status, 63 
creation 
edit page, 60-61 
error message, 62 
lead record success message, 62 
list views, 60 
lead record 
activity section, 56 
chatter tab, 57 
details tab, 58 
duplicates area, 59 
highlights panel, 55 
lightning experience, 55 
news tab, 59 
workspace toolbar, 56 
Lead queue, 97-98, 100-101 
Lead reports, 196 
dragging and dropping, 199 
new report, 198 
reports tab, 197 
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Lead reports (cont.) 
running options, 200 
save option, 200 
source, 196 
steps, 197 
type finding, 198 
Lightning assistant, 22 
Lightning experience home page 
assistant 
favorites icon, 23-24 
global search bar, 22-23 
help and training, 26-27 
lightning actions, 25 
notifications, 29 
setup, 28 
view profile, 30 
navigation bar, 17 
news, 20-21 
quarterly performance, 18-19 
users 
add multiple users button, 33-36 
creation, 31 
deactivation, 37 
edit user information, 32-33 
required fields, add new user, 32 
setup, 31 
Lightning experience migration 
enable/disable, lightning 
features, 10 
migration assistant, 3-4 
preview tab, migration 
assistant, 8-9 
readiness, 6-8 
turning, 14-15 
user setup, 11-13 
Lightning pages 
App builder, 38-39 
edit page, setup drop-down, 38 
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lightning app, creation 
adding tabs, 44 
app details, 41 
assigning users, 45 
enable utility bar, 43 
navigation options, 42 
salesforce account record 
lightning experience, 2 
salesforce classic, 2 
Lightning Process Builder, 279, 280 
action types 
approval action type, 281 
scheduled actions option, 283 
time-dependent actions, 283 
update records, 283 
visual design, 281 
home page, 279 
process (see Process automation) 
List views 
creation, 70 
controller, 70 
edit page, 71 
filter area, 72 
filter logic, 72 
email template creation, 75-76 
kanban feature, 74 
mass change status, 75 
send mail, 77 
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clean database, 334-335, 337 
CRM, 334 
options, 334 

Mass transferring records 
criteria, 340 
magnifying glass icon, 338 
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selecting, 340 
setup menu, 338 
transfer accounts, 338 
Matrix format report, 181, 215 
Mobile app (iPhone and Android users) 
compact layouts, 273 
completion, 276 
creation, 275 
edit assignment button, 276 
navigation, 273 
new button, 274 
selection, 274, 277 
overview, 266 
quick-start guide, 267 
action modification, 270 
contact compact layout, 270 
global actions, 269 
inviting users, 272 
modification, 271 
navigation menu, 269 
review, 272 
wizard configuration, 268 
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Navigation bar, 17 
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Object-level security, 350-351 
Opportunities standard filter, 185 
ownership, 185 
probability, 186 
smart date, 187 
status, 185 
Opportunity report 
creation, 204 
details, 206 
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dragging and dropping, 207 

example, 204 

field filters, 206 

report type selection, 205 

save option, 208 
Organization-wide defaults (OWDs) 

change sharing settings, 358-360 

private/public object, 358 
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Permission set licenses, 48, 356-357 
Process automation 
add criteria node, 290 
creation, 284 
criteria steps 
action name and record type, 293 
conditions, 292 
execute action, 291 
field values, 293 
immediate action, 292 
naming process, 290 
process active, 294 
save option, 293 
home page and list of processes, 286 
naming process, 286 
object selection, 288 
record changes, 287 
record multiple times, 289 
save option, 289 
setup, 285 
Products 
activity feed configuration, 87 
autoresponse rule, 95 
events creation, 89-91 
task creation, 88-89 
activity timeline, 86 
creation, 81-83 
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Products (cont.) 
web-to-lead autoresponse 
rule, 93-95 
web-to-lead form, 91-92 
Profiles 
administrative permissions, 349 
console settings, 345 
create custom, 352-355 
custom app settings, 348 
field-level security, 346-347 
general user permissions, 350 
home page, 345 
object-level security, 350-351 
page layout, 346 
record type settings, 348 
standard, 352 
Public groups, 364 
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Record-level security, 357 
Record ownership, 357 
Reports 
builder, 196 
charts, 222 
contacts and accounts 
report, 201 
data summarization, 216 
export data, 220 
formulas, 218 
leads, 196 
opportunity report, 204 
tabular, summary and matrix 
reports, 208 
filters, 182 
formats 
adjustments, 178 
matrix, 181 
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summary, 180 
tabular, 179 
home page, 169 
types 
custom reports, 172, 174, 177 
definition, 170 
fields, 178 
help page, 171 
object creation, 175 
relationship with objects, 176 
report types, 171 
setup menu, 170 
Role hierarchies 
create new role, 362-363 
home page, 361 
manual sharing, 365-366 
public groups, 364-365 
sharing rules, 363 
Rollout approach, 13 
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Sales cloud lightning 
accounts, 66-67 
activity timeline, 87 
contacts, 67-69 
lead assignment rules, 95-96 
lead queue, 97-98 
campaign creation, 98-101 
list views (see List views) 
management (see Lead management) 
opportunities, 77 
creation, 78-79 
stage history, 80 
products (see Products) 
Salesforce case management, 104 
Salesforce global search bar, 22 
Salesforce lightning experience, 1 
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case automation (see Case automation) 
case record creation, 112-114 
collaboration, case record, 114 
case feed, 115 
feed filters, 116 
standard case fields and lists, 104 
case information fields, 105, 107 
case layout, 111 
case object, 109-110 
contact information, 107 
description information, 107-108 
web information, 107 
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artificial intelligence (AI), 234 
Chatter feed, 235, 238 
Chatter polls 
creation, 242 
object, 244 
questions, 246 
record accessing, 243 
viewing results, 246 
feed creation, 239 
group creation, 237 
post bookmark, 236 
record’s feed, 240 
stream creation, 236 
topics creation, 241 


Standard filters, 182 


accounts, 183 
campaigns, 189 


case filters, 187 
ownership, 188 
smart date, 189 
units, 188 
cross filters, 194 
field filters, 190 
completion, 192 
dragging and dropping, 190 
locked field filters, 193 
operator selection, 191 
picklist field, 192 
leads, 183 
logic statement, 193 
opportunities’, 185 
row limit, 195 
smart date filters, 184 
Summary report format, 180, 211 


T, U, V 
Tabular reports 
dragging and dropping fields, 210 
format, 179, 209 
report type selection, 209 
sorting option, 211 
steps, 210 
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Workflow rules vs. process 
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